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Executive Summary 

 

Background 

 

The aim of this research was to identify the skill requirements for 40 “sports 

presentation” and “visitor experience” occupations prior to, during, and following, the 

London 2012 Olympic Games and Paralympic Games and to assess those 

requirements against current skill gaps and shortages. The research consisted of 

three elements: learning lessons from other major events; gathering employer’s 

views of future skill requirements and using existing Sector Skills Council intelligence 

to compare future and current skill requirements.   

 

A consortium of six Sector Skills Councils1 along with the Sector Skills Development 

Agency (SSDA) and the Department for Culture, Media and Sport (DCMS) was 

formed to steer and contribute to the research.  The project was managed on behalf 

of the consortium by People1st2 and funded by the Sector Skills Development 

Agency.   

 

The majority of the information presented in this report was collected through 

interviews undertaken with those responsible for recruitment and training (either at 

major events or within businesses).  Impact Research3 were commissioned to 

undertake these interviews.  

 

Headline findings 

 

This report presents examples of recruitment, deployment, skills and training 

initiatives (aimed at direct employees, volunteers, contractors and the wider 

workforce) from past, and future, events.   

 

A number of key themes emerged from analysing information about past events.  

Many of the previous recent major events (including Olympic Games, Winter 

Olympics and Commonwealth Games) have experienced similar recruitment 

difficulties.   

 
                                                
1 Creative and Cultural Skills, GoSkills, Lifelong Learning UK, People1st, SkillsActive and Skillsmart Retail 
2 The Sector Skills Council for the hospitality, leisure, travel and tourism industries 
3 http://www.impactresearch.co.uk/ 
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Positions that have been difficult to recruit for include: 

 

– Live performers 

– Chefs 

– Catering managers 

– Bus drivers 

– Elite coaching and support roles 

 

Whilst when looked at in isolation, the absolute number of people required for certain 

occupations (either directly at the event or in the wider destination area) may appear 

manageable, it should be recognised that there will be competition for a similar pool 

of labour for roles in retail, hospitality, security, cleaning and volunteering.   

 

Approaching, and during ‘Games-time’, poaching of key staff (ranging from senior 

executives to skilled workers, such as chefs) has occurred at previous Games.  To 

minimise this risk, and overall rates of attrition, developing and implementing staff 

retention strategies has grown in importance over recent years.   

 

Skill requirements 

 

Using existing Sector Skills Council intelligence, along with information obtained 

through interviews with employers, the occupational skill tables presented in this 

report were developed.  They illustrate the ‘normal’ skill, knowledge, attribute 

requirements for each occupation, ‘enhanced’ skill, knowledge and attribute 

requirements (skills that are possibly more important than usual given the nature and 

scale of the event, the ‘media spotlight’, the profile of visitors and to achieve a lasting 

legacy) and ‘new’ skill, knowledge and attribute requirements, which are specific 

requirements for the 2012 Games. 

 

The research found that many of the skills, knowledge and attributes that will be 

needed in order to deliver outstanding sports presentation and visitor experiences 

are lacking in the current workforce.   For example, team working, customer service, 

complaint handling, communication skills and management skills.  

 

The main ‘new’ skills that will be required of those working at or around the 2012 

Games will be: games knowledge; cultural awareness; disability awareness and 

language skills.   
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A number of skill requirements emerged as being common across most of the 40 

occupations.  These included customer service and team work (with staff often 

having to get to know and work with a new team very quickly).  Skill requirements 

relevant to a selection of occupations include event planning, logistics and cultural 

awareness.  

 

Next steps 

 

It is recommended that the information contained within this report is used to inform 

strategic planning processes by prioritising skill development programmes.  It is also 

recommended that the findings are used to raise awareness amongst employers to 

help future planning.  



 6

 

1. Introduction 

1.1 Purpose of research 

Much work has already been done to understand the skill and labour needs in 

preparation for, and during the London 2012 Olympic Games and Paralympic 

Games, especially in relation to the construction industry. However, none of this work 

identifies the specific skills required of those working in ‘service’ occupations.  

 

The aim of this research is to identify the skill requirements of those involved in 

sports presentation and providing the visitor experience, prior to, and during, the 

London 2012 Olympic Games and Paralympic Games, and to assess those 

requirements against current skill gaps and shortages.   

 

A consortium of six Sector Skills Councils4 along with the Sector Skills Development 

Agency (SSDA) and the Department for Culture, Media and Sport (DCMS) was 

formed to steer and contribute to this research.  The project was managed on behalf 

of the consortium by People1st5 and funded by the Sector Skills Development 

Agency. 

 

1.2 Background 

It is estimated that the 2012 Games will attract up to 300,000 overseas visitors, one 

million from the UK and five million from London, as well as 50,000 athletes, press 

and officials6. It is critical that these visitors receive a high quality experience, and in 

terms of the athletes, high quality support. A key challenge for those directly and 

indirectly involved in the 2012 Games will be to ensure that the workforce is equipped 

with the required skills.  

 

1.3 Methodology 

Following a review of existing literature, 40 specific occupations were identified by 

the Sector Skills Councils for further investigation to gain an understanding of specific 

skill requirements in relation to the 2012 Games.   

                                                
4 Creative and Cultural Skills, GoSkills, Lifelong Learning UK, People1st, SkillsActive and Skillsmart Retail 
5 The Sector Skills Council for the hospitality, leisure, travel and tourism industries 
6 Experian for LSC and LDA (2006) Employment and skills for the 2012 Games: research and evidence and 
Pricewaterhousecoopers / DCMS (2005) Olympic Games Impact Study 
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Table 1:  Occupations selected, by Sector Skills Council 

GoSkills (Passenger 
Transport)  

People1st (Hospitality, 
Leisure, Travel and 
Tourism)  

SkillsActive (Sport and 
Active Learning)  

Community transport driver Chefs Coaching (levels 1-3) 
Community coaching 

Bus driver Head chefs 
 

Coaching (levels 4-5) 
Competitive and international 

Coach driver Waiting staff Officials 
Taxi driver (includes 
Hackney carriages and 
Private hire vehicles) 

Tourist Information Centre 
(TIC) Advisors 

Venue / facility management 
 

Platform assistant (rail) Tourist Guides Spectator control - stewards 
 

On train staff (rail) Catering managers Sports / community 
development officers 

Enquiry officer (all industries)   
Creative & Cultural Skills Lifelong Learning UK 

Volunteer coordinator Sound engineer / technician Youth workers 
Cultural venue visitor / 
audience Staff 

Props Development education 
officers 

Production manager Behind scenes support staff  
Stage manager Special effects & 

pyrotechnics 
Skillsmart Retail  
 

Technical manager Box office staff Sales assistants and retail 
cashiers 

Lighting technician Events staff (covered via 
LLUK interviews instead) 

Managers 
 

Carpentry Education staff (covered via 
LLUK interviews instead) 

Buyers and merchandisers 
 

Rigger Development staff (covered 
via LLUK interviews instead) 

 

 

As the nature of the research was exploratory it was felt appropriate to investigate 

the skill requirements through a series of in-depth interviews with two groups of 

people: 

 

·  Those involved with recruiting and training staff for past (and future) large 

scale events 

·  Major employers/employer groups likely to be affected (either directly or 

indirectly) by the 2012 Games 

 

Impact Research were commissioned to undertake this research and were extremely 

successful in achieving interviews with the appropriate people. The vast majority of 

interviews were carried out over the telephone (a few were face to face) and followed 

an agreed semi-structured interview brief.  Wherever possible interviews were 
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undertaken with senior individuals with experience of human resources, workforce 

recruitment, deployment or skills and training programmes. 

 

A total of 74 individuals from 58 separate organisations or companies were 

interviewed, or made other types of contribution to the research. These comprised: 

 

·  Past and future events: 34 individuals from 24 separate organisations 

·  Employers: 40 individuals from 34 separate companies  

 

Contributors ranged from International Olympic Committee Members, to senior 

officers from a range of Local Organising Committees, the British Olympic 

Association, FIFA representatives, and major cultural, retail, sporting, youth-related, 

passenger transport, hospitality and tourism employers. 

 

The views expressed throughout the report are those of the individual respondents, 

not necessarily their employer, and the research cannot claim to be statistically 

representative in any way.  

 

It should also be noted that information provided by most major events interviewees 

tended to relate to the skills and training needs of the ‘Event or Games Workforce’.  

Namely: 

 

·  Those people directly employed by the Local Organising Committee (LOC) 

·  Staff employed by contractors procured by the Local Organising Committee to 

provide specialist services 

·  Volunteers.  

 

Some interviewees, however, were able to make comment about skills and training 

programmes put in place for the ‘wider workforce’ (e.g. those already working in 

tourism, retail, sport, youth work, creative or cultural industries or passenger 

transport businesses within the event destination area).  These insights supplement 

the views of employers and are included in the employer skills needs section. 
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The remainder of this report is structured as follows: 

 

·  A summary of approaches to recruitment and skill development at past major 

events 

·  A summary of planned approaches to recruitment and skill development for 

future major events 

·  Employer’s views on the skill requirements of those working in key 

occupations before, during and after the 2012 Games 

·  A summary of common themes emerging from the research 

·  Conclusion and next steps 

·  An annex containing additional information about past and future events 
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2. Labour and skill requirements 

2.1 Past events 

Whilst the focus of this research was to identify occupational skill requirements for 

the 2012 Games, a number of general insights emerged from the interviews about 

other major events in terms of workforce development, deployment, skills and 

training.  These general insights are described in this and the following section.  

Sector and occupational specific information gleaned from these interviews can be 

found in section 2.3.  A summary of the findings from each event can be found in 

Annex A. 

 

Interviews were carried out with people involved in the following past events: 

 
  

·  1996: Atlanta Olympic and Paralympic Games  
 
·  2000: Sydney Olympic and Paralympic Games 
 
·  2002: Manchester Commonwealth Games 
 
·  2004: Athens Olympic and Paralympic Games 
 
·  2006: Melbourne Commonwealth Games 
 
·  2006: FIFA World Cup in Germany 
 
·  2006: Turin Winter Olympic and Paralympic Games 

 
 
2.1.1 Key findings 

 

The approaches towards employment, training and deployment vary markedly by 

country, Government and by Local Organising Committee.  Factors affecting these 

different approaches can be cultural, political, economic and social, and are linked to 

the overall objectives and aspirations for hosting a major event in the first place. The 

local labour market conditions and availability of sufficient numbers of people with 

relevant skills and experience are also a critical factor determining where an event 

workforce is recruited from i.e. locally, regionally, nationally or internationally.  
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Recruitment 

 

There are different contexts for recruitment approaches at different Games. For 

example, for the 2000 Sydney Games, Australia only has a total population of 20 

million, and there were only six million in the main catchment area or ‘region of the 

Games’. This made it extremely difficult to recruit and access a sufficiently large 

skilled workforce, and at one point there was some consideration given by the 

Organising Committee to drafting in workers from New Zealand.  

 

For the 2004 Athens Games in Greece the two main cities relating to the Games in 

2004 were more tourist-oriented (12.6 million visitors per year) than Sydney (4 million 

per year at the time of the 2000 Games) and had a similar population size (5 million) 

to draw on but there were still labour shortfalls to overcome.  

 

However, those consulted felt that due to the size and dynamic nature of London’s 

labour market, recruitment would be comparatively less problematic.   

 

 

Training 

 

Local Organising Committees (LOCs) have very specific roles and responsibilities in 

relation to recruiting, retaining and training their event or ‘Games Workforce’. This 

workforce invariably comprises a mixture of directly employed individuals, contractor 

staff and volunteers. Ultimately, the workforce planning procedures, staffing plans 

and training plans are the responsibility of the LOC’s Human Resources Director (or 

equivalent function), and the processes they oversee appear to be robust and well 

rehearsed.  

 

However, it is not necessarily the Organising Committee’s duty or responsibility to 

invest in, or arrange training for businesses in the wider destination area. This is 

where partnership-working appears to be critical to success. Those involved with a 

number of previous major events have recognised that it is essential to provide a 

high quality experience for visitors, and have used the opportunity to promote the 

‘destination’ to the world whilst in the intense media spotlight.  

 

The research suggests that partnerships have been particularly strong in relation to 

tourism and engaging local businesses through chambers of commerce in the 
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destination area. In some countries, work with unions has averted the threat of labour 

strikes before events. 

 

Government Departments also play an important role in helping enable partnerships, 

and in some instances (for example Sydney) they also make funds available 

specifically to help provide training for businesses not directly categorised as being in 

the ‘Games Workforce’.  

 

 

 

 

 

 

 

 

 

 

 

 

 

Training Plans for the ‘Games Workforce’ 

 

Training Master Plans for LOCs are highly valuable commercial commodities, and 

are not freely available for comparison. There are some very experienced companies 

who specialise in these resources and compete for tenders issued at each major 

event. The research suggests that ‘Games Workforce’ planning and training solutions 

tend to be provided by private sector specialists rather than public sector bodies. 

 

Training appears to be divided into the following components:  

 

·  Induction / orientation training 

·  Generic training (for all Games Workforce staff) 

·  Venue familiarisation 

·  Functional area training (specific to a person’s role, sporting event and venue 

as necessary) 

 

Case study – Sydney 2000  
 
A network of colleges was funded by the Department for Education and 
Training to deliver a suite of programmes to companies in the wider 
destination area who were not directly involved in the Olympics.   The main 
focus was on improving the levels and quality of customer service. Training 
started around 8-10 months prior to the Games.  
 
One element of the training was ‘Games knowledge’.  This was seen as 
essential for staff in the local industry to help them maximise Games-
expenditure opportunities.   
 
In total, approximately 50,000 people are believed to have received training 
prior to the Games through this programme.   



 13

Training materials are produced following a detailed process of staff planning and 

training needs analysis. Local Organising Committees sometimes appear to 

underestimate the training needs of staff they employ directly despite maintaining a 

general tenet of ‘recruit right first time.’ 

 

Volunteers 

 

The research suggests that there is always significant investment in the training of 

volunteers for major events as without them the event would not succeed. 

Communication skills, ‘Games Knowledge’ and an enthusiastic and helpful attitude 

appear to be the cornerstone requirements for volunteers. Some of the attributes are 

hard to teach, hence extremely robust recruitment programmes and systems tend to 

be put in place including pre-volunteering initiatives. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Case study – Atlanta 1996  
 
Training materials were developed by a local firm and were aimed specifically 
at supervisors, team leaders and volunteers.  Volunteers were given 
portfolios which contained training materials on the following topics: 
 

·  The history of the Olympics 
·  How to wear the uniform 
·  Communication skills (including cultural differences, for example the 

use of hand gestures) 
·  Signage 
·  Terminology  
·  Public transport information 
·  Giving advice to customers  

 

Case study – Manchester 2002  
 
Over 10,000 volunteers received Games-related training.  Orientation training 
became a showcase event in its own right, with a professional production 
company being contracted to deliver a motivational event at the MEN Arena 
for all volunteers.  Information relayed at the event included:  
 

·  The size of the Games 
·  Which countries were coming 
·  That the volunteers were ‘the face’ of the Games 
·  Their role in promoting Manchester 
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Legacy 

 

It appears to be increasingly the intention that the skills and experience gained 

through involvement in a major event is made transferable to other situations for the 

individuals involved. Examples of this emerging from the research include:  

 

·  LOC staff assisted in finding work at future events even before the current 

major event actually happens.  Some of these people become part of what is 

known as the ‘Games travelling workforce’ moving from one edition of the 

Games or major event to the next. 

·  Contractor organisations’ track records are improved if their staff do a good 

job at a major event, and typically those same staff get the opportunity to 

work on future major events if further contracts are won.  

·  The ideal legacy for volunteers is that they can use their new skills to further 

their labour market position as appropriate. 

 
2.2 Future events 

This section summarises general observations about workforce recruitment, 

deployment, skills and training approaches being considered for future major events 

with a particular focus on initial plans for London 2012. Sector specific insights are 

detailed in section 2.3.  

 

Interviews were carried out with people involved in the following future events: 

 

·  2008: Liverpool European Capital of Culture 

·  2008: Beijing Olympic and Paralympic Games  

·  2010: Vancouver Winter Olympic and Paralympic Games 

·  2010: FIFA World Cup in South Africa 

·  2011: World Skills 2011 (London) 

·  2012: London Olympic Games and Paralympic Games. 
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2.2.1 Key findings 

Staff retention 

 

Those involved in organising and recruiting for future major events appear to have 

learnt lessons from previous events in terms of the importance of staff retention.  

Past event organisers have acknowledged that there are ‘event critical occupations’ 

which require significant investment in terms of retention.  ‘Event critical’ occupations 

include Senior Executives, Event or Festival Director’s and Catering Managers. To 

prevent people leaving ‘event critical’ roles before, or during, the event, organisers 

plan to allow employees to look for post-event employment before the actual event 

has taken place.  This, it is thought, will improve morale and reduce attrition rates 

near the main event.  

 

The wider workforce 
 
A common theme from the interviews is the need to engage the wider workforce.  

Specifically: 

 

·  A requirement and desire to work with the wider event destination area and 

the businesses within that area to enthuse them, and engage them so that the 

event and visitor experience is as positive as possible, not just in the event-

specific venues; 

·  Recognising a need to work especially hard with staff in frontline or customer 

facing positions in the retail, transport, catering, hospitality and wider tourism 

sectors; 

·  A common recognition that customer service and communication skills are 

critical to event success 

 

Skill requirements 

 

Improving customer service skills emerge clearly as a priority issue for future event 

organisers and all aim to develop their own bespoke approach and training materials 

to do this.  Event organisers also appreciate the importance of ensuring that both the 

Games-workforce and the wider workforce have adequate awareness of different 

cultures. 
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The requirement for foreign language skills appears to vary between countries and 

events.  The organisers of Beijing 20087 are currently investing heavily in English 

language training for the workforce whereas other events appear to be placing less 

emphasis on language training. 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
 
 
 
2.2.2 London 2012 Olympic Games and Paralympic Game s 

                                                
7 Beijing Organising Committee for the Olympic Games (BOCOG) 

Case study – Beijing 2008  
 
A set of 13 books of Olympic training called “Olympic Reader” have been 
compiled by BOCOG and are being distributed to all BOCOG staff, Olympic 
volunteers, millions of primary, secondary and university students and service 
sector employees in Beijing.  The Reader includes: 
 

·  Olympic and Paralympic knowledge 
·  A guide for spectators 
·  A handbook of oral English 

 
The latter includes useful words associated with the Olympics, different sports 
and daily communications.  The books were prepared by over 200 experts 
and professors over the course of a year. 
 
60,000 employees have currently received foreign language training 
(primarily English) in sub-sectors including transportation and tourism. 

Case study – Liverpool 08  
 
The 08 Welcome Programme developed by the Liverpool Culture Company 
aims to make Liverpool (and Merseyside) the most welcoming destination in 
Europe by 2008.  Key features of the 08 Welcome Progamme are: 
 

·  A volunteer programme to engage local citizens, especially those from 
excluded groups 

·  Common training for key front line staff in tourist, retail and transport 
sectors 

·  A specifically designed free customer service programme for 
businesses.  This includes a customer feedback report, comments 
and suggestions and material about improvement programmes 

·  Partnerships with a range of organisations including the police, 
transport, tourism and regeneration 
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The London Organising Committee for the Olympic Games and Paralympic Games 

(LOCOG) has an HR Director in place with two principal areas of accountability: 

 

·  Recruitment of the Games Workforce  (estimated to be 100,000 people in 

total); 

·  ‘Building up the infrastructure’ (ensuring there is a robust back office system, 

recruitment policy and procedures are in place, security checks, developing 

third party alliances, ensuring dovetailed relationship with London 

Employment and Skills Taskforce (LEST) and Local Employment and 

Training Framework (LETF) partners, the PVP Programme and stakeholders 

in the 5 Host Boroughs amongst many others.) 

 

It is LOCOG’s aspiration to ensure that the Games demonstrate an unprecedented 

level of customer service. This objective is linked to a much wider 2012 objective to 

stage the Games and leave a lasting legacy. 

 

The HR Team will be responsible for workforce recruitment in three main areas: 

 

·  LOCOG direct employment – an assumption of 3,000 employees is 

currently being made. Over the next 12 months they will identify precisely 

what sort of jobs are needed in every single functional area; 

·  27,000 employees involved in functions such as catering and retail at 

venues, whose workers will be employed by successful contractors 

procured by LOCOG at the appropriate time; 

·  70,000 volunteers – already the database of interest is in excess of 

130,000 (as at January 2007).  

 

LOCOG will also be responsible for workforce deployment. A priority will be to 

calculate and verify staffing numbers, and working out how much and what type of 

labour will be required and when. LOCOG deployment will also be across broader 

areas including: 

 

o Transport; 

o International Relations; 

o Culture; 

o Ceremonies; 
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o Volunteer Programme Management and others. 

 

Commercial contractor employment and deployment will link to the timing at which 

different types of contracts are procured in areas such as food and beverage, 

catering, retail, security and cleaning. 

 

Volunteer deployment will be across a variety of functional areas and venues across 

London and the UK in areas such as Spectator Services, Airport, and Security. In 

previous Games there have typically been around 40-50 Functional Areas. The 

challenge will be realising the vision to fill occupations from the local labour pool and 

those from disadvantaged backgrounds.  

 

LOCOG will be responsible for training of the ‘Games Workforce’ (this includes 

directly employed staff, volunteers and training agreements with any staff employed 

by contractors). High prioritisation is likely to be given to ‘customer service’ and 

‘venuisation’ skills nearer Games-time.  Venuisation is the concept that individuals 

from functional areas (such as IT, security or PR) who will be working at a venue, 

work together as a team, well before the actual event. 

 

For volunteers, the training will be modular and will include standard minimum levels 

of agreed generic training, customer service skills and then a range of specific 

training modules relevant to the functional area in which the volunteer is deployed 

e.g. understanding the sport / venue to which a volunteer is deployed.  
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2.3 Employer skill needs 

Each of the six Sector Skills Councils (SSCs) in the consortium provided contact 

details and background information for between five and 10 employers in their sector, 

whom ideally either: 

 

·  had direct experience of being involved in major events in the past; 

·  were thought to be able to comment at a detailed level about occupational 

skills needs within their sector in the context of the 2012 London Olympic 

Games and Paralympic Games. 

 

These employers took part in telephone interviews lasting, on average, 45 minutes. 

 

The main objective of the interviews was to: 

 

·  Identify opinions about the recruitment and deployment of people for key 

occupations at a major event and identify particular challenges that might 

be expected; 

·  Validate the ‘skillset’ for each occupation being considered, using 

information supplied by each SSC; 

·  Identify whether there are any additional skills required for specific 

occupations in the context of a major event.  

 

This section summarises the key findings for each sector.  One common theme was 

that whilst the number of ‘new’ skills required for the 2012 Games are likely to be 

small, some current skill requirements would become more important and need to be 

enhanced for the event. 
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2.3.1 Creative and Cultural Skills Needs   

Specific occupations considered for this sector were: 

 

·  Technical Theatre: including production managers, stage managers, technical 

managers, lighting technicians, carpenters, riggers, sound engineers / 

technicians, props staff, behind the scenes support staff, special effects and 

pyrotechnics and box office staff; 

·  Cultural Heritage: including volunteer co-ordinators and cultural venue / visitor 

audience staff;  

·  Development / Education: including events staff, education staff and development 

staff. (Please refer to the “Lifelong Learning UK” section in this report). 

 

Key findings 
 

The creative and cultural workforce that is brought together as a ‘single crew’ for 

Protocol Ceremonies at major events comprises many different types of employee, 

including directly employed staff, freelancers, portfolio workers, specialists “that travel 

from one Games to the next”, contractors and sub-contractors from around the globe. 

The net impact of this complex workforce structure is a requirement for exceptional 

teamwork, communication and partnership skills in order to make the spectacle not 

only fit for purpose, but also suitable for global broadcast and scrutiny. 

 

Skills and knowledge will need to be enhanced in technical theatre occupations in the 

context of a major event, whether this be in relation to the management and co-

ordination of teams and crews by senior staff, technician roles and functions (such as 

lighting technicians, sound engineers and riggers) or the performers 

(choreographers, dancers, aerialists etc). It is the sheer scale and complexity of the 

operation that impacts directly on the need for enhanced skills and knowledge at 

major events. Furthermore, the requirement to be able to work calmly and efficiently 

under extreme pressure is brought sharply into focus at Protocol Ceremonies (the 

major opening and closing spectacles). 

 

Past experience at major sporting events has demonstrated a shortfall in certain 

types of live performer when it mattered most. This was often due to a huge drain on 

performance workforce resources demanded by, not only the Olympic Games and 

Paralympic Games related ceremonies, but also additional civic festivals, community 

initiatives and celebrations, corporate hospitality events and the ongoing demands to 
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fulfil the Cultural Olympiad8 objectives. Respondents taking part in this research feel 

confident that the UK will not necessarily suffer the same experience, but they 

concede that there is the potential for an under-supply of specific talents if it is not 

planned for carefully before 2012. 

 

Past Games have adopted different approaches to creative and cultural volunteer 

recruitment and retention policies, with different (not always positive) effects and 

outcomes. Further information is available from Creative and Culture Skills on what 

has worked and what has not worked so well. 

 

It will be beneficial for staff working as volunteers or in customer-facing roles in 

cultural heritage venues to have the opportunity to participate in wider Games-related 

generic training initiatives (e.g. customer service), have access to relevant games 

knowledge (to augment their existing product or venue knowledge) and possibly 

access additional language and cultural awareness skills. 

 

Respondents have made a number of suggestions including: training to improve 

commercial and Intellectual Property Rights (IPR) skills; vocational technical skills; a 

call for investment in creative and cultural performance skills; and a request to use 

2012 as a lever to address equality and diversity issues within the sector at large. 

 

                                                
8 The Cultural Olympiad is a four year cultural and educational programme which will build community involvement 
and support for the 2012 Games across the UK. 
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Skills and training needs for creative and cultural  occupations at major events such as London 2012 
 
The table below summarises the skills, knowledge and attributes required of those working in specified occupations.  The first column describes the ‘normal’ requirements for that occupation, the second column describes 
skills, knowledge and attributes that need ‘amplifying’ at major events, the third column lists ‘new’ or different skills, knowledge and attributes required for major events and the fourth column describes why these are 
needed.  A total of 16 occupations were originally listed by Creative and Cultural Skills for this assessment, however, they have been grouped into 5 broader occupational categories across two of the sector domains 
(technical theatre and cultural heritage), based on the depth of information gathered with interviewees to this research.  Development Education roles are covered in a complementary chapter for Lifelong Learning UK. 
 
 

Occupation ‘Normal ’ skills, knowledge and attributes 
required to successfully undertake core 
functions 9 

Skills, knowledge and attributes that are 
enhanced  at major events 10 

New skills, knowledge and attributes 
required specifically for major events 

Context  for why there is a need for new 
skills, knowledge or attributes 

Skills Skills Skills Skills 
Technical Heads 
�  Technical expertise in specialist field e.g. 
electrics, production, lighting boards 
�  Communication skills – ability to issue clear 
instructions 
�  Teamwork 
 
Technicians 
�  Have a good knowledge of electrical systems, 
lighting effects and electronics  
�  Be creative  
�  Communication skills  
�  Good practical skills  
�  Health and safety procedures  
�  Be physically fit and feel comfortable working at 
heights.  
�  Problem solving 
�  Interpreting or devising plans and realising 
them on site 

�  Use of systems and software – often 
bespoke for major events 
�  Ability to see ‘big picture’ e.g. 50 – 60 
lantern rigs at an opening ceremony  
�  Technical problem solving 
�  People skills 
�  Teamwork –between system technicians 
(who look after a PA system and working out 
how many hangs there should be, where to 
put them etc), Front of House Live Engineers 
(in charge of running sound effects, playback 
and audio through the front of house 
console), studio engineers (who is in charge 
of producing audio for playback purposes 
and liaises with the production team co-
ordinator), riggers (in charge of flying points 
for hangs of lighting rig hangs) and 
production team (rehearsals, production and 
day to day running) 

�  Carpenters: ‘on the moment 
construction’ skills (e.g. “put up a flight of 
stairs as quick as you can;” “fence off that 
area of the stage”) and the ability to “throw 
things together” safely but quickly before 
or during a show as necessary. 
�  Teamwork (see left hand column) but 
contextualised for the purposes of the 
main ceremonies / most likely an even 
larger scale than for pop / rock concerts in 
stadia 
 

Technical Heads: Shortage of appropriately 
skilled posts e.g. Head Flyman, Head Board 
Operator, Head Stage Manager, Head 
Operations Manager, Head Production 
Manager and Head of Electrics – these are 
not occupations needed regularly by the 
industry at large and therefore it is quite hard 
to find the right calibre of person at this level 
of seniority for major events 
 
Carpenter: “Someone with only experience 
of standard joinery would struggle initially in 
an events-scenario.” (employer)  
(see column to the left) 
 
 

Knowledge Knowledge Knowledge Knowledge 
�  On-stage electrician: “they must have a good 
knowledge of what’s going to electrocute you on 
stage.”  
�  Thorough equipment checks 
Sound engineer / technicians 
�  Appreciation of pitch and frequency 
�  Knowledge of musical styles can also be helpful 
Production Managers 
�  HSE and licensing requirements are met at all 
times 

Sound engineer / technicians 
�  Knowledge of new equipment and 
software being used for a major event 
�  Constant CPD – use of industry specialist 
journals and use of new software / 
instruments for shows and events 
 
 

�  Logistics / venuisation knowledge as 
per requirements for all contractors 
 
 

Lighting Technician: this is a very specialist 
role. A lightboard programmer “is probably 
useless at rigging” and yet both are called 
lighting engineers explains one interviewee. 
“Many lighting designers will only work with 1 
programmer and if you can get the very best 
lighting programmer, it will save hours of 
wasted technical effort.”(employer / past 
event organiser) 

Attributes Attributes Attributes Attributes 

 
 
Technical Heads 
and Technicians  
 
(including 
carpenters, 
lightboard 
programmers, 
sound engineers 
and riggers) 
 
 

�   Work well under pressure 
�  Be able to work quickly and as part of a team 

�   Work well under extreme pressure �   Work well under extreme pressure in a 
team comprising many different specialists 
from different employing organisations 

“One person I knew who worked in 
Wardrobe at the Athens Games has said she 
would never do it again owing to the stress. 
But others thrive on it and like the rush so do 
it again and again when they can.”(freelancer 
/ past event organiser) 

                                                
9 Based on existing research undertaken by the Sector Skills Council and supplemented by the views of respondents to this research project 
10 Based on 10 interviews with employers / senior event organisers involved in organising Protocol Ceremonies / major cultural events and other relevant SSC sources of intelligence 
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Occupation ‘Normal ’ skills, knowledge and attributes 
required to successfully undertake core 
functions  

Skills, knowledge and attributes that are 
enhanced  at major events  

New skills, knowledge and attributes 
required specifically for major events 

Context  for why there is a need for new 
skills, knowledge or attributes 

Skills  Skills  Skills  Skills  
Transferable skills: 
�  Customer service skills / welcoming skills 
�  Teamwork 
�  Leadership (in some circumstances) 
�  IT (especially useful for admissions staff) 
�  Problem-solving 
�  Communication 
�  Good telephone skills (for telephone bookings 
and ticket purchases) 
�  Basic retail / sales skills (e.g., guide books) 
�  Demonstrating skills or practices 
�  Guiding and interpreting skills 

�  Making sure first impressions are 
exceptionally good ones for visitors e.g. 
”Sell a positive message to visitors about 
the city and have an understanding of what 
European Capital of Culture is all about.” 
�  Customer Service – “to be even more 
welcoming.” 
�  Communication skills / behaviour in 
respect of visitors 
�  Greeting skills will need to be excellent all 
round  
�  Helping visitors to participate 

�  Encourage staff and local residents to 
look at things from a customer’s point of 
view – there’s a need to almost upskill not 
just staff, but whole communities. 
�  Contextualised customer service 
programmes e.g. “Customer Service in 
the Capital of Culture” (Liverpool 08)  
�  Cultural awareness 
�  Possibly language skills  

This is an issue for many venues around 
London and whilst you can do translated 
materials, IT solutions etc staff do not have 
to have other languages as a requirement of 
their current job descriptions 

Knowledge Knowledge Knowledge Knowledge  
�  Individual venue / product knowledge (art, 
history, architecture etc) 
�  Visitor information 
�  Health and safety and security issues 
�  Disability awareness  
�  Knowledge and understanding of the audience 

�  Improve the wider product / city / 
destination knowledge of all staff especially 
front line staff coming into contact with 
visitors 
�  Disability awareness 
 

�  Knowledge about the Games / venues 
�  Knowledge about London 
�  Knowledge about the Greenwich site 
�  Practical information (“How do I get 
to…?”) 

Ongoing requirement to develop product / 
destination knowledge to provide good 
service 

Attributes Attributes Attributes Attributes  

 
 
 
Cultural Heritage 
 
Front-line staff at 
venues / customer-
facing roles  
 

�  Have a smart appearance  
�  Have a pleasant, friendly manner  
�  Enjoy working with the public  

�  Same attributes �  Same attributes Additional cultural awareness and ability to 
reassure international tourists at venues 
may be helpful at Games time too. 

Skills Skills Skills Skills  
�   Welcoming skills for visitors to the venue   
�   Listening  
�   Organising  
�   Focused on customer care  
�   Able to understand and follow procedures  
�   Clear verbal communication e.g. provide 
communication links between Admissions and 
the galleries - for example, when large groups 
are expected  

�  Communication skills to liaise with 
interpretation staff for special events 
 
Volunteer Co-ordinator 
Recruitment skills (likely to need more 
volunteers at large events); planning and 
supervisory skills enhanced too. 

�  Specialist language skills 
�  Perhaps sign language skills (as in the 
Sydney Games Opening Ceremony) 

These are particularly useful for volunteers 
who act as athlete marshals or are in a role 
helping people from other countries e.g. 
orchestras, theatre crews etc 

Knowledge Knowledge Knowledge Knowledge  
�  Individual venue / product knowledge (art, 
history, architecture etc) and visitor information 
�  Health and safety and security issues 
�  Disability awareness 

�  Disability awareness �  Cultural awareness / appreciation of 
international visitor needs / differences 

Ongoing requirement to develop product / 
destination knowledge to provide good 
service 

Attributes Attributes  Attributes  Attributes  

 
 
 
Volunteer Co-
ordinator / Volunteers 
 
 

�  Helpful, polite and enthusiasm for constantly 
updating your knowledge and skills 

�  Same attributes �  Same attributes �  Same attributes 
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Assessment of skill requirements against existing s kills gaps and 
shortages 
 

Technical Heads and Technicians / Senior Management  in Technical Theatre 

Enhanced skills 

Of the skills, knowledge and attributes identified in this research as needing to be 

enhanced amongst technical heads or technical theatre specialists working at (or in 

businesses effected by) the 2012 Games, the following are currently acknowledged 

by industry as lacking: 

�  Use of systems and technical software 

�  Technical problem solving 

�  Teamwork 

The research has highlighted the need for technicians to develop their team working 

skills. This is specifically the case when referring to two distinct technical roles 

working in an environment that requires a shared goal. 

Creative & Cultural Skills own research shows that management skills are missing in 

technical positions. This may affect the ability for those working in this occupation to 

be able to see “the bigger picture”. 

New skills 

New techniques and equipment used for the Olympics may have an impact on the 

specific technical skills required to carry out traditional technical roles. It is expected 

that technicians will need to be adaptable to a variety of circumstances and 

environments as a result. Creative & Cultural Skills are currently developing a 

National Skills Academy for the Live Performance and Performing Arts sector that will 

address skill needs associated specifically with technical theatre. 

Senior managers will be required to gain knowledge on the games, be culturally 

aware and be able to deal with a significant international dimension that may have 

been previously missing from their job. 

Research from Creative & Cultural Skills shows that there is strong demand for future 

skills development in occupations including: 

�  Special Effects and Pyrotechnics 
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�  Riggers and Sound Engineers 

�  Production Management and Stage Management 

Creative Performers 

Enhanced skills 

Of the skills, knowledge and attributes identified in this research as needing to be 

enhanced amongst Creative Performers working at (or in businesses effected by) the 

2012 Games, the following are currently acknowledged by industry as lacking in the 

workforce: 

�  Highly specialised creative skills 

�  Experience of working in a variety of different environments 

The level of performance skills relevant to a person’s chosen career and creativity in 

general are significantly lacking in new recruits to the industry 

New skills 

It is not anticipated that Creative Performers will need any ‘new’ skills, however, the 

scale and context of working at the Olympics will be a challenge and needs to be 

prepared for. 

Creative & Cultural Skills own research has shown that there is likely to be an 

increase in the following types of performance in the mid to long term future, which 

may have an affect on the Olympics: 

�  Street Art and Circus 

�  Puppetry 

�  Variety Comedy / Mime 

Cultural Heritage Customer Facing Roles 

Enhanced skills 

Of the skills, knowledge and attributes identified in this research as needing to be 

enhanced amongst Cultural Heritage Customer Facing Roles working at (or in 

businesses effected by) the 2012 Games, the following are currently acknowledged 

by industry as lacking in the current workforce or amongst new recruits: 

�  Customer Care 
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�  Developing techniques for engaging with communities 

In addition to this, research carried out by Creative & Cultural Skills shows that visitor 

services and customer facing occupations are by far the hardest roles to fill and that 

customer service skills in general were lacking. There is also a specialist, 

interpretive, skill lacking in customer facing roles in the Cultural Heritage sector. 

New skills 

It is vital that those in customer facing roles gain knowledge of the games, but are 

also culturally aware and able to deal with a larger number of visitors and/or visitors 

with specific needs (disabled visitors for example). As well as engaging in local 

communities, there will also be a significant international dimension, and language 

skills may become an important aspect of such a job. 

Other skills that will be prevalent in the mid / long term that may have an affect on the 

Olympics are: 

�  School liaison staff skills 

�  Visitor guides / specialist interpreters (of cultural artefacts, not languages) 

Volunteer Co-ordinators / Volunteers 

Volunteers play a key role in creative and cultural industries, none more so than in 

Cultural Heritage. Skills issues for volunteers are wide and varied, depending on the 

nature of the experience engaged with. Research carried out by Creative and 

Cultural Skills suggests that the following key areas need to be supported for the 

development of volunteer skills up to and including the Olympics: 

�  Businesses to recruit more volunteers to all aspects of work. 

�  Adapt roles to meet the changing interests of visitors. 

�  Develop training approaches and accreditation for volunteer stewards in 

customer service and guiding. 

�  Attract more young volunteers and those from under-represented groups. 

�  Develop support for volunteers with disabilities and make opportunities more 

accessible to them. 

�  Develop leadership training for the next generation of wardens, estate 

workers and holiday leaders. 
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�  Develop opportunities for self-guided learning by volunteers of all ages. 

�  Expand volunteer placement schemes to meet the demand for ‘gap’ years. 

�  Develop volunteer managers to learn from and get the best out of their teams. 

Key challenges include: 

�  Making it easier for people to volunteer. 

�  Improving the quality of the volunteering experience. 

�  Finding ways to involve a new generation of volunteers. 

�  Understanding and promoting the benefits of volunteering. 

�  Developing a more sophisticated understanding of the international dimension 

that the Olympics will bring is essential. 
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2.3.2 GoSkills: Passenger Transport Skills Needs  

 

Specific occupations considered in this section are: 

 

o Bus drivers;  

o Coach drivers;  

o Community transport drivers; 

o Taxi drivers;  

o Train drivers;  

o Platform Assistants (Rail); 

o On Train Staff (e.g. ticket inspectors);  

o Enquiry / Bookings officers. 

 

Key findings 

 
The existing skill requirements and main duties of the passenger transport 

occupations considered for this research are not going to change dramatically by 

2012. 

 

Committed employers are keen to ensure that the 2012 Games are used to help 

develop common standards in the quality and consistency of the passenger transport 

service across operators and contractors likely to deliver services at Games time. 

This is further complicated when one considers the current situation where there are 

different legislative conditions for commercial, compared to voluntary (community 

transport) operators, or hackney carriage drivers compared to private hire operators.  

 

Certain skills are likely to need to be enhanced before and during the Games 

because of the sheer scale of the event and its visitor and user profile. These include 

disability, cultural and language awareness. 

 

Linked to the above is a need for new skills best described by employers as 

'shepherding skills'. This is the ability to provide reassurance to customers and 

passengers who at Games time will be largely unfamiliar with their surroundings (e.g. 

train stations, airport, transport interchanges) and seek out a range of information to 

help them with their onward journey.   
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Transport staff will also be called upon to provide Games-related information 

(venues, drop-off points, directions etc) to customers. Front-line staff in all industries 

that have customer-facing roles in the sector will need to be able to provide this 

information.    

 

All the above issues are linked to the need to anticipate, manage and satisfy 

customer expectations before and during the 2012 Olympic Games and Paralympic 

Games.  

 

When factoring in the requirement to recruit more drivers and more enquiry staff 

(from London, other UK regions and abroad using a mix of paid and voluntary roles) 

across all modes of transport to meet the demand expected for the Games, achieving 

consistent customer service levels is undoubtedly the single largest, common 'skills' 

challenge for passenger transport stakeholders. 
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Skills and training needs for passenger transport o ccupations at major events such as London 2012 
 

The table below summarises the skills, knowledge and attributes required of those working in specified occupations.  The first column describes the ‘normal’ requirements for that occupation, the 
second column describes skills, knowledge and attributes that need ‘amplifying’ at major events, the third column lists ‘new’ or different skills, knowledge and attributes required for major events.  
 

Occupation ‘Normal ’ skills, knowledge and attributes 
required to successfully undertake core 
functions 11 

Skills, knowledge and attributes 
that are enhanced  at major 
events 12 

New skills, knowledge and 
attributes required specifically for 
major events 

Context  for why there is a need for new skills, knowledge or 
attributes 

Skills  Skills  Skills  Skills  
�  Driving in a safe manner ensuring comfort of 
passengers 
�  Communication – to answer queries from 
passengers as necessary 
�  Cash-handling skills 
�  Operating doors and special lifts for 
pushchairs or wheelchairs  
�  Literacy and numeracy to deal with 
administration and paperwork 
�  CRISP attitude (see attributes) 
�  Soft skills (see right) 
�  High levels of concentration 
�  Ability to keep to timetable 

�  Vehicle knowledge 
�  Route knowledge 
�  Passenger-handling skills 
�  Soft skills – “a sixth sense about 
what is required in certain 
situations regards passengers” 
�  Customer service 
 

�  No new skills anticipated It is anticipated that some drivers planning to undertake Olympic work 
will require some vehicle training if their work involves driving vehicles 
they are unfamiliar with. This is likely to be more so for bus drivers 
than coach drivers 

Knowledge Knowledge  Knowledge  Knowledge  
�  Route knowledge 
�  Vehicle knowledge 
�  Local knowledge  
�  Use of equipment – ticketing and 
communication machines 
�  Disability / equality awareness 
 

�  Use of new technology, 
communication available by 2012 
�  For newly recruited EU national 
drivers used at games time 
communication, language skills 
and route knowledge 
�  Disability / equality awareness 

�  Games Knowledge – see note 
below table 
�  Dealing with disabled passengers / 
those with mobility issues (if decision 
is taken for mainstream operators to 
service groups usually catered fro by 
community transport operators) 

Training for coping with able-bodied people is very different from 
training needed to assist people with special mobility needs; the 
vehicles required, equipment required and passenger-handling skills 
differ in a community transport context to a mainstream context. E.g. 
information is communicated differently so there is more use of 
symbols, pictograms, visual aids and images in the community 
transport sector.  

Attributes Attributes  Attributes  Attributes  

 
 
 
 
 
 
Bus Driver 

C  - communication 
R - respect 
I - information 
S - sense (as in common sense and sensitivity) 
P - patience 

�  CRISP attitude (see left) �  Culturally aware and instinctively 
helpful to all passengers 
 

“Within 5 years we aspire to have a workforce of that is well motivated, 
and who are polite and courteous, that can drive their passengers 
safely and comfortably to their destination and who are knowledgeable 
and helpful. If they don’t know the answer to a passenger query they 
should at least know how to refer on and provide a helpful reply.” 

Skills  Skills  Skills  Skills  
�  Driving in a safe manner ensuring comfort of 
passengers 
�  Communication – to answer queries from 
passengers / give advice 
�  Ticket issuing / checking skills 
�  Manual skills (loading luggage) 

�  Reading ‘new’ traffic signs and 
instructions put in place for the 
Games 
�  Customer service 

�  No new skills anticipated Having some knowledge of other languages may be helpful if 
conveying overseas visitors to Games-related venues / events 

Knowledge Knowledge  Knowledge  Knowledge  
�  Route and Vehicle knowledge 
�  Use of equipment – ticketing and 
communication machines 

�  Games Knowledge – see note 
below table 

�  Games Knowledge – see note 
below table 

Games Knowledge – see note below table 

Attributes Attributes  Attributes  Attributes  

 
 
 
Coach 
Driver 

�  Friendly, approachable, calm and assertive 
when necessary 

�  Friendly, approachable, calm 
and assertive when necessary 

�  Friendly, approachable, calm and 
assertive when necessary 

- 

                                                
11 Based on existing research undertaken by the Sector Skills Council and supplemented by the views of respondents to this research project 
12 Based on 5 interviews with employers in the passenger transport industries and other relevant SSC sources of intelligence 



 

31 

 
Occupation ‘Normal ’ skills, knowledge and attributes 

required to successfully undertake core 
functions 13 

Skills, knowledge and attributes that are 
enhanced  at major events 14 

New skills, knowledge and 
attributes required specifically for 
major events 

Context  for why there is a need for new skills, 
knowledge or attributes 

Skills  Skills  Skills  Skills  
�  Drive the taxi 
�  Taking payment from a customer 
�  Ensuring comfort and safety of passengers  
Ensure their vehicle is roadworthy 
�  Answering queries from passengers  
�  Reasonable command of English (if not first 
language) 

�  Dealing with disabled customers / those 
with special mobility 
�  More formal customer service skills (linked 
to Knowledge Schools training perhaps) 
  

�  No new skills anticipated Disability awareness will be important for the 
Olympic, and especially Paralympic Games. 
Fortunately, the industry has been working hard 
with GoSkills on relevant initiatives to encourage 
the 60,000 + taxi drivers across London improve 
their skills in this area. 

Knowledge Knowledge  Knowledge  Knowledge  
�  Work out the most efficient route (definitely 
covered by ‘The Knowledge’)  - routes; 320 runs 
to learn; map work;  
�  Sound understanding of laws and regulations 
relating to licensing, insurance and road use 

�  New routes specified for the Games 
�  Cultural awareness 
�  Disability awareness 
�  Knowledge of visitor attractions, 
landmarks etc 

�  Games Knowledge – see note 
below table 

Opportunity for creation of an ‘Olympics DVD’ or 
equivalent materials support to reach all drivers 
by games time. 

Attributes Attributes  Attributes  Attributes  

 
 
 
 
 
 
Taxi Driver 

�  Calm and polite �  Calm and polite �  Calm and polite Calm and polite 
Skills  Skills  Skills  Skills  
�  Absolute concentration on signals 
�  Ability to relate to people when waiting on the 
platform (Min 2 years to train up qualified driver) 
�  Customer care 

�  No different – must always concentrate 
and ensure safety 

�  No different – must always 
concentrate and ensure safety 

No different – must always concentrate and 
ensure safety 

Knowledge Knowledge  Knowledge  Knowledge  
�  Route knowledge 
�  Type (traction knowledge) 
�  Health and Safety  
�  Equipment / communications 

�  Games Knowledge – see note below table �  Games Knowledge – see note 
below table 

- 

Attributes Attributes  Attributes  Attributes  

 
 
 
Train Driver 

�  Be able to cope with working alone for long 
periods; have a good memory for details of routes 
and procedures; have quick reactions; calmness; 
physically fit. 

�  Calmness despite busy times and 
passenger volumes 

�  None anticipated - 

Skills  Skills  Skills  Skills  
�  Experience in transporting passengers with 
disabilities and special mobility needs  
�  Exceptional communication skills which need to 
be much more diverse and advanced within the 
community transport sector compared to 
mainstream bus / coach driver operations 
�  Physical strength and manual skills 

�  Customer care / service 
�  Passenger handling 
�  First aid 
�  Disability awareness 

�  The skills and training required for 
transport drivers at the Games will 
correlate directly with the nature of 
vehicles required for different 
audiences. 

These drivers will be experienced in handling 
such passengers, although some additional 
training may be required. Previous training on 
schemes such as the MiDAS Passenger Assistant 
Training Scheme (PATS) will be useful and could 
become a benchmark for such work. Training is 
approximately one day for all the modules.   

Knowledge Knowledge  Knowledge  Knowledge  
�  Knowledge of community transport systems 
and equipment, vehicles etc 

�  Knowledge of events and arrangements or 
passenger handling. 

�  Games Knowledge – see note 
below table 

Specialist knowledge for many different mobility 
conditions especially at Paralympics Games-times 

Attributes Attributes  Attributes  Attributes  

 
 
 
Community 
Transport Driver 

�  Friendly, physically fit, patient and polite �  Friendly, physically fit, patient and polite �  Friendly, physically fit, patient and 
polite 

 

                                                
13 Based on existing research undertaken by the Sector Skills Council and supplemented by the views of respondents to this research project 
14 Based on 5 interviews with employers in the passenger transport industries and other relevant SSC sources of intelligence 
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Occupation ‘Normal ’ skills, knowledge and attributes 

required to successfully undertake core 
functions 15 

Skills, knowledge and attributes that are 
enhanced  at major events 16 

New skills, knowledge and 
attributes required specifically for 
major events 

Context  for why there is a need for new skills, 
knowledge or attributes 

Skills  Skills  Skills  Skills  
�  Excellent customer service skills 
�  Seeing trains away (attentive / high 
concentration) 
�  Manning ticket barriers 
�  Interpersonal skills 
�  Checking tickets 
�  Complaint handling skills 

�  Language skills / cultural awareness 
�  Selling skills 
�  “Matching requirements to needs” 
�  Disability awareness 
�  Complaint handling skills 
�  Ticket barrier supervision skills whilst helping 
people get through quickly and safely at very busy 
times; fixing faults and retrieving stuck tickets; 
advising people with large baggage; making sure 
the right tickets are being used; preventing 
unauthorised exits and entrances 

�   “Good Shepherding skills” – for all 
customer-facing roles especially 
platform, conductor, enquiry staff etc 
�   “Queue busting techniques” 

�  Arriving visitors / incomers will not always be 
familiar with the train station set-up, how to get to 
the right place etc and so he says they will need a 
workforce of “good shepherds”.  
�  One opportunity would be to ensure all staff - 
specifically those located at Stratford and 
Liverpool Street - are put through disability 
awareness training, in relation to meeting the 
needs of Paralympic Games visitors / spectators 
etc. 

Knowledge Knowledge  Knowledge  Knowledge  
�  Route knowledge / passenger information 
(services, delays, timetables and routes) 
�  Passenger safety and procedures 

�  Games knowledge including transport provision 
information 

�  Possibly additional security and 
crowd control knowledge for platform 
staff though this is likely to be 
serviced by specialist staff / LOCOG 
procured contractors for Games time. 

�  There will be a need for enquiry staff (paid or 
voluntary) to be able to answer questions on a 
comprehensive range of subjects including 
transport provision. There will consequently be a 
training need, both in gaining necessary 
information and in developing techniques to 
impart it to the public 

Attributes Attributes  Attributes  Attributes  

 
 
 
Platform 
Assistant / 
Bookings / 
Ticketing and 
Enquiry Staff 

�  Polite, patient, communicative and have a 
smart appearance 

�  Patience and professionalism to deal with 
challenging behaviour / complaints / queries 

�  Games Knowledge – see note 
below table 

�   To be able to deal with an increased volume, 
and type of passenger enquiries at Games time. 

Skills  Skills  Skills  Skills  
�  Interpersonal skills 
�  As above – see platform assistant information 

�  Interpersonal skills 
�  Disability awareness 
�  Customer service 

�   “Good shepherding skills” 
 

�   Disability awareness particularly in relation to 
understanding the audience / visitor / passenger 
needs for the Paralympic Games which may 
attract a higher % of disabled / special mobility 
customers 

Knowledge Knowledge  Knowledge  Knowledge  
�  Route knowledge / passenger information 
�  Passenger safety and procedures 

�  Language skills and cultural awareness might 
be very helpful at Games time 

�  Games Knowledge – see note 
below table 

Increased awareness of cultures and linguistic 
skills may be helpful to deal with the many 
overseas visitors expected. 

Attributes Attributes  Attributes  Attributes  

 
 
On Train Staff 
(rail) 

�  As above – see platform assistant information �  As above – see platform assistant information �  As above – see platform assistant 
information 

�  As above – see platform assistant information 

 

                                                
15 Based on existing research undertaken by the Sector Skills Council and supplemented by the views of respondents to this research project 
16 Based on 5 interviews with employers in the passenger transport industries and other relevant SSC sources of intelligence 
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Assessment of skill requirements against existing s kills gaps and 
shortages 
 
Bus drivers 

 

Of the skills, knowledge and attributes identified in this research as needing to be 

enhanced amongst bus drivers working at (or in businesses effected by) the 2012 

Games, the following are acknowledged by industry as lacking in the current 

workforce or amongst new recruits: 

 

·  Vehicle and route knowledge 

·  Cultural awareness 

·  Handling passengers 

·  Customer service 

 

In addition, recent research undertaken by GoSkills as part of their Sector Skills 

Agreement suggests that current skills gaps or shortages in the following areas could 

impact on the ability of bus drivers to meet the required standard before, during and 

after the 2012 Games: 

 

·  Driving skills 

·  Driving instruction 

·  Customer service 

 

It is not anticipated that bus drivers will need any ‘new’ skills; however they will be 

required to gain knowledge on the games, be culturally aware and be able to deal 

with disabled passengers/those with mobility issues. There may be a need to 

undertake training to familiarise themselves with the new routes and vehicles. 

 

Customer service skills are a current skill gap. They are identified as a priority in 

GoSkills Sector Skills Agreement and are an important issue to be addressed for bus 

drivers especially during preparations for the 2012 Games. 
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Coach Drivers 

 

Of the skills, knowledge and attributes identified in this research as needing to be 

enhanced amongst coach drivers working at (or in businesses effected by) the 2012 

Games, the following are acknowledged by industry as lacking in the current 

workforce or amongst new recruits: 

 

·  Reading ‘new’ traffic signs and instructions put in place for the games 

·  Customer service 

·  Knowledge of the games 

·  A friendly and calm approach 

 

In addition, recent research undertaken by GoSkills as part of their Sector Skills 

Agreement suggests that current skills gaps or shortages in the following areas could 

impact on the ability of coach drivers to meet the required standard before, during 

and after the 2012 Games: 

 

·  Driving skills 

·  Driving instruction 

 

It is not anticipated that coach drivers will need any ‘new’ skills; however they will be 

required to gain knowledge on the games and be able to deliver a friendly and 

approachable service. There may be a need to undertake training to familiarise 

themselves with the new routes and vehicles. 

 

Customer service skills are a current skill gap. As such they are a priority identified 

by GoSkills Sector Skills Agreement and an important issue to be addressed for 

coach drivers especially during preparations for the 2012 Games when they may be 

handling particularly large volumes of visitors. 
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Taxi drivers 

 

Of the skills, knowledge and attributes identified in this research as needing to be 

enhanced amongst taxi drivers working at (or in businesses effected by) the 2012 

Games, the following are acknowledged by industry as lacking in the current 

workforce or amongst new recruits: 

 

·  Formal customer service skills 

·  Ability to deal with disabled customers/disability awareness 

·  Learn new routes for the games and have knowledge of visitor attractions 

·  Cultural aware 

·  A calm and polite attitude 

 

It is not anticipated that taxi drivers will need any ‘new’ skills; however they will be 

required to gain knowledge on the games. 

 

The 2012 Games will be an excellent opportunity for hackney and private hire drivers 

to develop their role as a source of tourist information and the Games will also enable 

them to obtain a more professional image. 

 

Train drivers 

 

Of the skills, knowledge and attributes identified in this research as needing to be 

enhanced amongst train drivers working at (or in businesses effected by) the 2012 

Games, the following are currently acknowledged by industry as lacking in the 

workforce: 

 

·  Games knowledge 

·  Calmness 

·  Safety focussed 

 

In addition, recent research undertaken by GoSkills as part of their Sector Skills 

Agreement suggests minimal skills gaps or shortages however customer service and 

management and leadership are considered to be very important. The biggest issue 

for the rail industry is recruitment difficulties due to a lack of applicants with the 

required skills and experience. 
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Platform assistant/ booking, ticketing and enquiry staff 

 

Of the skills, knowledge and attributes identified in this research as needing to be 

enhanced amongst enquiry staff working at (or in businesses effected by) the 2012 

Games, the following are acknowledged by industry as lacking in the current 

workforce or amongst new recruits: 

 

·  Language and cultural awareness skills 

·  Selling skills 

·  Complaint handling skills 

·  Disability awareness 

·  Patience and professionalism 

·  Ticket barrier supervision 

 

 

It is anticipated that enquiry staff will need ‘new’ skills; these skills will be good 

‘shepherding’ skills and skills to ease queues. Staff will also be expected to gain 

knowledge of the games and possibly security and crowd control techniques. 

 

Relatively little research is available on these occupations, however these positions 

were identified as key points of contact for rail users. Whilst this research looks 

primarily at rail staff, the findings are equally relevant across all modes of transport. 

 

 

Community transport drivers 

 

Of the skills, knowledge and attributes identified in this research as needing to be 

enhanced amongst community transport drivers working at (or in businesses effected 

by) the 2012 Games, the following are acknowledged by industry as lacking in the 

current workforce or amongst new recruits: 

 

·  Customer service/care 

·  Passenger handling and knowledge of events 

·  First Aid 

·  Disability awareness 

·  Friendly, fit, patient and polite 
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In addition, recent research undertaken by GoSkills as part of their Sector Skills 

Agreement suggests that current skills gaps or shortages in the following areas could 

impact on the ability of community transport drivers to meet the required standard 

before, during and after the 2012 Games: 

 

·  Basic IT 

·  Driving skills 

·  Safety management 

·  Communication  

 

It is anticipated that community transport drivers will need ‘new’ skills which will 

depend on the vehicle used to transport the passengers. Drivers will also be 

expected to gain knowledge of the games and have a friendly and polite approach to 

passengers at all times. 

 

There is a clear need for disability awareness training, both currently and during 

preparations for the 2012 Games. Good customer service, including being friendly, 

patient and polite, will also be crucial. 
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2.3.3 Lifelong Learning UK: Youth Work and Developm ent 

Education Skills Needs 

 
Specific occupations considered for this sector are: 

o Youth Workers;  

o Development Education Officers.  

 

Key findings 

 

Respondents, on the whole believe that there will be few issues in relation to 

recruiting enough Youth Workers and Development Education Officers (DEOs) for 

London 2012, though they believe demand will be higher than normal market 

conditions. They are concerned though that the skills and knowledge of these 

individuals may need to be enhanced significantly in specific areas, if the 

opportunities that the Games present to young people are to be maximised. Common 

to both occupations is the need for enhanced cultural awareness skills and 

knowledge in the areas of community cohesion, international exchange and possibly 

conflict resolution.  

 

There may be distinct skills and training issues to address in relation to ensuring 

consistency and sufficiency of service and professionalism for full time youth workers 

compared to voluntary or support youth workers. There is a feeling that by 2012, a 

number of drivers will have forced Youth Work to be even more professional than it is 

now and any deficiency in skills or knowledge amongst voluntary or community 

workers would need to be tackled proactively and in an integrated fashion ahead of 

this time.  

 

There are some potentially negative impacts from London 2012, which could impact 

on the need for specialist knowledge amongst the Youth Worker workforce.  This 

might include advanced knowledge or techniques in relation to dealing with problems 

that might be exacerbated by the Games e.g. sexual health (potential sex tourism 

negative impacts); health support; information, advice and counselling; performance 

enhancement and body image issues.  

  

Respondents were extremely enthusiastic about the potential contribution that Youth 

Workers and DEOs could make in the UK, using London 2012 as a lever to develop 

services, ‘global debate’ and innovative youth and sport combined training 
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programmes, for example youth workers having the opportunity to developing sports 

qualifications.  

 

The main requirement for 2012 is, without doubt, a central source of IAG 

(Information, Advice and Guidance) specific to the Games for the network of Youth 

Workers, DEOs and young people across London in the lead up, during and after the 

Games. Respondents would like to see positive and lasting impacts on young people 

arising from opportunities to volunteer, get involved in the cultural ceremonies, take 

up training or even employment catalysed by the Games. This means, that each 

worker must in effect become competent brokers of information for young people. An 

IAG resource could be supported by other services and products such as a Summer 

School looking at the role of sport in development education staged in advance of the 

Games and using them as a platform for raising development issues. 
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Skills and training needs for Youth Workers and Dev elopment Education Officers at major events such as  London 2012 
 

The table below summarises the skills, knowledge and attributes required of those working in specified occupations.  The first column describes the ‘normal’ requirements for that occupation, the 
second column describes skills, knowledge and attributes that need ‘amplifying’ at major events, the third column lists ‘new’ or different skills, knowledge and attributes required for major events.  
 

Occupation ‘Normal ’ skills, knowledge and attributes 
required to successfully undertake core 
functions 17 

Skills, knowledge and attributes that are 
enhanced  at major events 18 

New skills, knowledge and 
attributes required specifically 
for major events 

Context  for why there is a need for new skills, 
knowledge or attributes 

Skills  Skills  Skills  Skills  
�  Ability to establish and maintain relationships 
(not just dialogue) with young people 
�  “Enabling skills” i.e. to enable young people to 
work effectively in groups; to be active citizens; to 
access information and make informed decisions; 
to develop awareness of their self-identity and 
being. 
�   Encouraging young people to be involved in 
decision making processes 
�  Providing a range of opportunities by working in 
partnership with others 
�  Basic counseling 
�  Management skills 
�  Working with others – partner organisations, 
Connexions, colleagues in sports development 
units 
�  Organisation, planning and administrative skills 

�  Communication skills 
�  Basic counseling 
�   Working with young people in deprived 
situations  
�  Advanced skills in areas such as 
community cohesion, international exchange 
and conflict resolution. 
 
 

�  For voluntary youth workers or 
full-time youth workers: these 
people, whilst skilled at working 
with young people (and especially 
those in a disadvantaged position) 
will be unlikely to hold specific 
sporting qualifications so this 
needs to be added on to their 
skillset over time 
�  Combined skills i.e. joint 
degrees in youth work + another 
discipline including for example 
theology or sport 
�  Possibly linguistic skills 
�  Youth worker entrepreneurial 
skills and cross-working skills 

�  Respondents think that youth workers do have 
a lot to offer, in that they are unique as a ‘sector’ – 
they offer a range of skills and services that could 
be useful in many contexts not least something 
like the 2012 Olympic and Paralympic Games. 
Potentially, every single youth worker could play 
an important part in acting as signposts / brokers 
of information about 2012-related opportunities for 
young people.  
 
 
 

Knowledge Knowledge Knowledge Knowledge 
�  Work with young people to safeguard their 
welfare and to enable young people to make 
informed choices 
�  Knowledge to develop informal education 
programmes 
�  Developing relationships with young people  
�  Needs of young people / Young people as 
active citizens 
�  Health and Safety / Promoting a safe 
environment in youth work 
�  Encouraging young people to develop 
awareness and understanding of themselves 
�  Understanding and reflecting on practice and 
learning 
�  Equality, Diversity and Participation 
�  Conflict resolution    
�  First Aid 
�  Working with special populations  
�  Tackling bullying 
�  Help young people manage their finances 

�  Cultural awareness  
�  Health awareness 
�  Information, Advice and Guidance 

�   International understanding. 
�  Specific Games knowledge 
required by youth workers to 
signpost young people towards 
e.g. volunteering, employment, 
further learning or community 
activities linked to 2012. 
�  Job brokerage / training 
brokerage skills (linked to wider 
programmes) 

 
 

�  The main requirement is sources of IAG 
(Information, Advice and Guidance) specific to the 
Games for the network of youth workers across 
London in the lead up, during and after the 
Games.  
�  Advanced knowledge or techniques in relation 
to dealing with problems that might be 
exacerbated by the games (or at least the influx of 
people from all over the world and the impacts it 
might have on young people) e.g. sexual health 
(potential sex tourism negative impacts); health 
support; information, advice and counselling; 
performance enhancement and body image 
issues (that may become even more acute for 
some young people based on their interpretation 
of the world and self-image). 

Attributes Attributes Attributes Attributes 

 
 
Youth Worker 

�  Good listener, emotionally mature and 
sensitive, yet resilient, initiative and enthusiasm; 
determined 

�  Proactive in seeking out information and 
opportunities for young people 

�  Proactive in seeking out 
information and opportunities for 
young people 

Perhaps a willingness to learn and take on more 
skills and knowledge ready for 2012 will be an 
important attribute in the lead up to the Games 

                                                
17 Based on existing research undertaken by the Sector Skills Council and supplemented by the views of respondents to this research project 
18 Based on 6 interviews with Youth Services / Organisations in the footprint of LLUK and other relevant SSC sources of intelligence 
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Occupation ‘Normal ’ skills, knowledge and attributes 
required to successfully undertake core 
functions 19 

Skills, knowledge and attributes that are 
enhanced  at major events 20 

New skills, knowledge and 
attributes required specifically for 
major events 

Context  for why there is a need for new 
skills, knowledge or attributes 

Skills  Skills  Skills  Skills  
�  Effective communication skills – ability to open 
up and sustain a dialogue 
�  Curriculum planning and design / design a 
learning programme 
�  Skills to deliver that learning programme 
�  Networking and partnership skills – building up 
alliances across organisations / joined up action 
�  Identification and obtaining funding 
�  Promotion, marketing and publicity skills 
�  Ability to ‘translate’ complex global issues in 
simple language to a range of audiences / user 
needs 
�  Debating skills 
�  Language and cultural skills are useful 
�  Understanding of rights, social justice, 
specialists subject areas dependent on DEO 
learning contract 
�  Good research skills 

�  Extending the skills and methods / 
resources used by existing DEOs 
�  Language and cultural skills  
�  Networking and partnership skills – 
building up alliances across organisations / 
joined up action 

�  Optimising the opportunities for 
working with the media (great 
opportunity to showcase DE at the 
Games)  
 
 
�  The DEA is currently looking to do 
a skills audit of their membership and 
some research into what is needed in 
the run up to the Olympics in order to 
maximise the benefits and the legacy 
in the UK. 

Definitely an opportunity to use London 2012 
Games as a lever to instigate further upskilling 
amongst DEOs, youth workers and possibly 
sports workers nationally. The DEA would like 
to develop some proposals with LLUK and seek 
funding to further this initial research project 
and potentially in future develop a range of 
learning opportunities for the workforce in host 
boroughs, across London and nationally to 
enhance skills of all involved. The content of 
such training would be the subject of further 
research and development. 
 
 

Knowledge Knowledge  Knowledge  Knowledge  
Knowledge, as necessary to achieve these wider 
objectives: 
�  Working with communities to increase 
understanding of the economic, social, political 
and environmental forces which shape our lives 
�  Developing the skills, attitudes and values 
which enable people to work together to take 
action to bring about change and take control of 
their own lives 
�  Working towards achieving a more just and a 
more sustainable world in which power and 
resources are more equitably shared. 

�  Specialist topics perhaps such as gender 
equality in sport; inclusion in sport; cultural 
identity; global perspective in all learning 
programmes 

�  Specialist topics perhaps such as 
historic learning from other eras / 
Games 
�  To develop understanding and 
skills in using sports as a means to 
understand aspects of globalisation 
and to stimulate social and 
intercultural learning 

The UK could learn from / adapt the Summer 
School held in Germany, June 2006, which 
looked at ‘Global Games: The Role of Sport in 
Development Education’. An objective could be 
to improve the way in which International Sport 
Events like the Olympic Games or Soccer 
World Cup can be a better platform to raise 
development issues – perhaps directly linked to 
the aspirations and stated commitments for 
London 2012 and the candidature file – 
promise to inspire the youth of the world etc. 

Attributes Attributes  Attributes  Attributes  

 
 
 
Development 
Education Officer 
 
 
 
 
 
 

�  Able to work under pressure and remain calm in 
stressful situations; good listener; emotionally 
mature; patience; inquisitive 

�  Same attributes �  Same attributes  �  Same attributes 

 

                                                
19 Based on existing research undertaken by the Sector Skills Council and supplemented by the views of respondents to this research project 
20 Based on 5 interviews with employers and other relevant SSC sources of intelligence 
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Assessment of skill, knowledge and attribute requir ements for the 2012 

Games against current skill gaps and shortages 

 

Youth workers and Development Education Officers 

 

Of the skills, knowledge and attributes identified in this research as needing to be 

enhanced amongst youth workers and DEOs working at the 2012 Games, the 

following are currently acknowledged by industry as lacking in the workforce: 

 

·  Communication skills 

·  Language skills 

·  Working with others to identify their needs, aspirations and goals (closely 

related to networking skills) 

 

In addition, recent research undertaken by LLUK as part of their Sector Skills 

Agreement suggests that current skills gaps or shortages in the following areas could 

impact on the ability of youth workers and DEOs to meet the required standard 

before, during and after the 2012 Games: 

 

·  Management and leadership skills 

·  Competence and accountability in order to secure public funding  

·  Skills in managing an expanding number of volunteers 

·  Ability to engage with people in a learning context 

·  Skills in building effective partnerships to enhance community learning and 

development and managing the work and input of others.   

 

There are no brand new skills envisaged for either of the two occupations discussed. 
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2.3.4 People 1 st: Hospitality, Leisure, Travel and Tourism Skill Ne eds 

 

Specific occupations considered for this sector are: 

·  Chefs  

·  Head Chefs  

·  Catering Managers 

·  Waiting Staff 

·  Tourist Information Centre Advisors 

·  Tourist Guides 

 

Key findings 

 

In almost all past Games, or future events, reviewed for this research, there were 

concerns about both the availability of labour to fulfil food-related occupations (chefs, 

catering managers, food and beverage staff) and the quality and experience of that 

labour. Poaching of catering managers near Games-time is a known behaviour and 

in macro-terms some host cities / countries report major skills gaps, shortages and 

attrition rates in relation to chefs. The lack of supply in this area has led to a number 

of recruitment, careers-promotion, staff retention and workforce diversity initiatives in 

host destinations / countries to try and encourage more people into the industry. 

 

There is expected to be high competition for labour at Games-time, not only within 

the hospitality industry but also from other industries that require skilled managers 

and skilled customer service staff with transferable skills. Robust staff retention (as 

opposed to just recruitment) strategies need to be well developed before the summer 

of 2012 if the industry is to achieve the goal of consistent service levels throughout 

the Games period and beyond. 

 

Customer service, ‘welcome’, disability and cultural awareness skills will need 

significant enhancement before and during the 2012 Games, not least owing to 

LOCOG’s aspiration to achieve unprecedented levels of customer service during the 

2012 Games.  

 

Linked to this is the requirement for all those in front-of-house and customer-facing 

occupations in the industry to have access to ‘Games-Knowledge’ before and during 

the main event period. It is particularly important for tourist guides and Tourist 

Information Centre (TIC) staff to have this knowledge well-ahead of the Games 
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(perhaps via venue familiarisation visits and access to test-events), as well as hotel 

receptionists, attraction / venue information staff and anyone likely to be asked 

questions (about venues, directions, event timings, itineraries and travel) by visitors 

during the Games. 

 

Consultees have mixed views about the necessity for direct interventions to improve 

foreign language skills across the sector but concede that the Games provides a very 

useful catalyst for any such proposals being developed by strategic agencies. There 

is advocacy for investment in language skills amongst the tourist guiding community 

who say that specific linguistic gaps persist and need intervention ahead of 2012 to 

meet the expected overseas visitor profile for the Games.  

 



 

45 

Skills and training needs for hospitality, leisure,  travel and tourism occupations at major events suc h as London 2012 
 
The table below summarises the skills, knowledge and attributes required of those working in specified occupations.  The first column describes the ‘normal’ requirements for that occupation, the 
second column describes skills, knowledge and attributes that need ‘amplifying’ at major events, the third column lists ‘new’ or different skills, knowledge and attributes required for major events and 
the fourth column describes why these are needed.  
 

 
Occupation ‘Normal ’ skills, knowledge and attributes 

required to successfully undertake core 
functions 21 

Skills, knowledge and attributes that are 
enhanced  at major events 22 

New skills, knowledge and 
attributes required specifically for 
major events 

Context  for why there is a need for new skills, 
knowledge or attributes 

Skills  Skills  Skills  Skills  
�  Preparing, cooking and finishing basic/complex 
dishes 
�  Organisational skills 
�  Time management skills 
�  Communication (informing others, listening to 
instructions, passing on messages) 
�  Effective team member (keeps others informed, 
reports issues, deals with disagreements 
constructively etc) 
�  Literacy 
�  Numeracy 

�  Being able to work on remote sites/working in a 
remote kitchen 
�  Excellent improvisation skills 
�  Managing a large diverse team 
�  Communication skills in a multi-cultural 
workforce  
“There’s no difference in the skill level required of 
a chef at a major event compared to a local hotel 
or restaurant.  The two main distinctions are the 
requirement of ‘experience’ and ‘tolerance and 
interactive skills” (hospitality employer) 

�  Communication skills in a multi-
cultural workforce 
�   Appreciating different international 
cuisine practices and requirements 
�  Language skills not compulsory but 
preferred (based on one response by 
a catering company with experience 
of hiring staff for major events) 

Vancouver 2012 ‘lesson’. “I’m concerned that our 
post secondary facilities are teaching students how 
to do things like ice sculptures using state of the art 
equipment and that in the context of a major sporting 
event, the environment and working conditions for 
using the skills is hugely different – it’s trying to cook 
good food on a 4 burner stove! The translation of 
skills will be a real test for cooks and chefs during 
Vancouver 2010.”  (future event organiser) 

Knowledge Knowledge  Knowledge  Knowledge  
�  Relevant legislation 
�  Company policies and procedures 
�  Stock rotation 
 
 

�  Sourcing suppliers 
�  Sourcing equipment 
�  Cultural awareness 
�  Varied cooking skills / knowledge in order to 
accommodate the many nationalities 

�  Games Knowledge – venues; 
place of work (permanent / temporary 
kitchens) 
�  Cultural awareness  
�  Major event / Olympic Village 
chefing experience 

“Nightmare… if someone gets poisoned or infected 
due to poor food quality or preparation. The 
company puts a lot of time and money into due 
diligence and inspecting the supply chain.  If there’s 
any doubt about local supply chain we will use 
international supply chain if needs be - skills, 
supplies and equipment23”. 

Attributes Attributes  Attributes  Attributes  

 
 
 
 
 
 
Chef 

�  High standard of personal presentation and 
hygiene 
�  Good eye for detail 
�  Ability to work quickly 
�  Works effectively under pressure 

�  Tolerance and interactive skills 
�  Ability to work under extreme pressure  
�  Ability to work in a speedy environment  
�  Prompt arrival at venue 

�  Working in a team or teams 
without having met them before 
(increased need for being able to get on 
with professional colleagues very quickly) 

 

 
 

                                                
21 Based on existing research undertaken by the Sector Skills Council and supplemented by the views of respondents to this research project 
22 Based on 5 interviews with employers in the hospitality, leisure, travel and tourism sector and other relevant SSC sources of intelligence 
23 Catering company with experience of major events and provider of services under contract with a variety of Organising Committees 
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Occupation ‘Normal’ skills, knowledge and attributes 

required to successfully undertake core 
functions 24 

Skills, knowledge and attributes that 
are enhanced at major events 25 

New skills, knowledge and attributes 
required specifically for major events 

Context for why there is a need for new 
skills, knowledge or attributes 

Skills  Skills  Skills  Skills  
�  Managing the preparation, cooking and 
finishing of foods.  
�  Preparing, cooking and finishing complex 
dishes 
�  Managing and leading staff (giving feedback, 
delegating, recognising staff training needs, 
dealing with performance issues, acting as a role 
model, motivating and supporting staff) 
�  Communication (informing others, encouraging 
other to give their views, listening, advising etc) 
�  Budget management skills 
�  Menu development 
�  Effective team member and leader (keeps 
others informed, reports issues, deals with 
disagreements constructively, manages conflict 
affectively etc) 
 

�  Leadership skills 
�  Organisational skills 
�  An extremely dynamic personality to 
motivate their team / brigade 
 

�  Ability to work with (most likely) an 
‘unknown’ or new team of chefs and 
ability to build up rapport and 
understanding extremely quickly  

BOCOG report: "During the 2008 Olympic 
Games and Paralympic Games, seven groups 
of clients need different catering service, which 
will last for 60 days. People involved in the 
large-scale, lasting and high-standard jobs face 
wide-ranging needs" 

Knowledge Knowledge  Knowledge  Knowledge  
�  Waste control 
�  Food / stock / produce / seasonal knowledge 
�  Health and safety / kitchen procedures 

�  Knowledge of different / international 
cuisine and supply chain issues (see 
example to the right) 

�  Food safety standards (different in 
each country hosting the Games) 
�  Games-regulations re: food storage, 
transit and security 

Beijing example: Some food items e.g. liver are 
banned from Olympic menus because they are 
likely to contain substances that could produce 
positive drug tests in the athletes' urine 
samples. Poultry and livestock in China are 
apparently fed with additives that contain 
blacklisted hormones. 

Attributes Attributes  Attributes  Attributes  

Head Chef 

�  Enthusiasm and energy 
�  Able to work under pressure and able to 
manage multiple tasks 
�  A passion for food; creativity and imagination 
for food presentation  

��� �  Dynamic and motivational  �  Major event / Olympic Village chefing 
experience will be helpful if working in the 
restaurants likely to be put in place for the 
athletes / delegations 

 

 

 

 

 

                                                
24 Based on existing research undertaken by the Sector Skills Council and supplemented by the views of respondents to this research project 
25 Based on 5 interviews with employers in the hospitality, leisure, travel and tourism sector and other relevant SSC sources of intelligence 
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Occupation ‘Normal ’ skills, knowledge and attributes 
required to successfully undertake core 
functions 26 

Skills, knowledge and attributes that 
are enhanced  at major events 27 

New skills, knowledge and attributes 
required specifically for major events 

Context  for why there is a need for new 
skills, knowledge or attributes 

Skills  Skills  Skills  Skills  
�  Customer relations / service skills 
�  Knowing customers  
� Preparation of food and drink areas 
�  Effective team member (keeps others informed, 
reports issues, deals with disagreements 
constructively etc) 
�  Upselling 
�  Language skills (Good English language skills 
required and additional language skills can be 
useful) 
�  Cash-handling skills  
�  Able to memorise orders  
�  Numerate for dealing with bills and payments   

�  Complaint handling  
�  Upselling  
�  Time & task management  
�  Previous experience of serving food, or 
customer service, would be useful in a 
major Games context i.e. shouldn’t be the 
first time as a waiter / waitress 
 

�  Flexibility (shifting work rotas likely at 
a major event) 
�  Language skills (if in the Olympic 
Village) and specifically waiting on 
different international delegations would 
be extremely useful 
�  Working in a team or teams without 
having met them before (increased 
need for being able to get on with 
professional colleagues very quickly) 
 

One employer felt that all front of house and 
back of house staff would be affected by the 
2012 Games one way or another. Almost all 
skills will be amplified in their view. Particularly 
important would be dealing with different 
culture & habits & behaviour, body language & 
communication skills and complaint handling. 

Knowledge Knowledge  Knowledge  Knowledge  
� Of menu, food and drink served and daily 
specials, menu, wine etc  
�   Of customer facilities and services 
�   Aware of health and safety issues  
 

�  First Aid / Health and Safety 
�  Understanding cultural 
differences/behaviours 

�  Dress code / LOCOG uniform 
regulations 
�  Expectations for job compared to 
personal / religious requirements  
�  Crisis management (e.g. procedures, 
fire, bomb / security alerts etc) 

“Very clear, tight job descriptions will be 
needed for waiting staff to forestall any cultural 
or religious issues in relation to key service 
times.” 

Attributes Attributes  Attributes  Attributes  

 
 
 
 
 
 
Waiting Staff 

�  Welcoming, friendly and polite  
�  Clean and tidy, with high standards of personal 
hygiene  
�  Trustworthy  
�   “A positive personality”  
�  Able to remain calm under pressure  
�  Physically fit 

�  Ability to work under extreme pressure  
�  Ability to work in a speedy environment  
�  Prompt arrival at venue 
�  Physically fit i.e. prepared to work 
sometimes very long hours; especially in 
circumstances where staff need replacing 
at very short notice 

 Job descriptions of waiting staff in international 
hotels say they must be “outgoing, extremely 
friendly and enthusiastic” personnel with 
excellent upselling capabilities. 

 

 

 

 

                                                
26 Based on existing research undertaken by the Sector Skills Council and supplemented by the views of respondents to this research project 
27 Based on 5 interviews with employers in the hospitality, leisure, travel and tourism sector and other relevant SSC sources of intelligence 
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Occupation ‘Normal ’ skills, knowledge and attributes 
required to successfully undertake core 
functions 28 

Skills, knowledge and attributes that 
are enhanced  at major events 29 

New skills, knowledge and attributes 
required specifically for major events 

Context  for why there is a need for new 
skills, knowledge or attributes 

Skills  Skills  Skills  Skills  
�  Strong customer service skills  
�  People management and leadership 
�  Financial skills (budgeting / cost control / 
ensuring profit margins etc) 
�  Communication skills especially with Head Chef 
who is managing the back of house operation 
�  Accountability (“the buck should end with the 
Catering Manager”) 
�  Organisational skills 
�  Understanding of menu development and its 
relationship with profit targets / margins 

�   “The focus on customer service, 
language and cultural awareness are the 
most essential skills requirement during 
the Olympics or any major sporting / 
international event.” (catering manager) 
 
 
 

�  In respect of hotel / restaurant 
managers one consultee said that 
specific motivation & influencing skills 
and training for supervisors and 
management would be critical for 2012, 
including coaching skills for supervisors 
and management. 

“Managing and motivating new teams of people 
almost on a daily basis as they report to work 
during the Games.” 
Exceptional motivational skills may be required 
at Games time to offset any culture of staff 
absence, requirement for deployment at short 
notice etc 

Knowledge Knowledge  Knowledge  Knowledge  
�  Hygiene, health and safety regulations.  
 

�  Cultural awareness 
�  Event knowledge 

 “Diversity training should be offered to all types 
of hospitality managers (hotel employer).” 

Attributes Attributes  Attributes  Attributes  

 
 
 
 
Catering Managers 
 
(including some  
references to other 
types of  manager 
in the hotel sub-
sector) 

�  Have tact and diplomacy  
�  Be able to motivate and manage staff  
�  Energy and stamina 
 

�  Be able to keep calm in a crisis 
�  Be well organised and methodical 
 

�  Managing more than one team and 
organising sometimes complex staff 
rotas and schedules in multiple venues 

 

                                                
28 Based on existing research undertaken by the Sector Skills Council and supplemented by the views of respondents to this research project 
29 Based on 5 interviews with employers in the hospitality, leisure, travel and tourism sector and other relevant SSC sources of intelligence 
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30 Based on existing research undertaken by the Sector Skills Council and supplemented by the views of respondents to this research project 
31 Based on 5 interviews with employers in the hospitality, leisure, travel and tourism sector and other relevant SSC sources of intelligence 

Occupation ‘Normal ’ skills, knowledge and attributes required 
to successfully undertake core functions 30 

Skills, knowledge and attributes that are 
enhanced  at major events 31 

New skills, knowledge and attributes 
required specifically for major events 

Context  for why there is a need for 
new skills, knowledge or attributes 

Skills  Skills  Skills  Skills  
 �  Listening and questioning skills, both face to face 
and on the telephone  
�  Computer/keyboard skills 
�  Selling skills / merchandise display skills 
�  Literacy and numeracy skills 
�  Pastoral / caring skills 
�  Customer handling skills 
�  Excellent communication skills 
�   “Life Experience” skills / empathy skills 
�  Able to deal with complaints 

�  Pastoral / caring skills – being able to calm 
people down who often arrive at the TIC in a 
state of distress 

�  Language skills would be very useful for 
2012, but could not be made a mandatory 
requirement of TIC staff training. 
�  Other forms of communication – see right 
hand column 
 

One employer said “Though we aren’t 
all multi-lingual we always get by.. by 
using sign or body language, illustrative 
techniques - using pictures / drawings - 
and by making good use of maps or 
other information in the TIC. All my staff 
also have an understanding, through 
training, of aiding those who are 
hearing impaired so we do have a 
range of communication skills to draw 
on” 

Knowledge Knowledge  Knowledge  Knowledge  
�  “Intelligence”: good general knowledge of the local 
area, history, attractions/facilities 
�  Confident use of computer systems, leaflets, 
brochures, timetables, guidebooks and national TIC 
reference kits / booking systems 

�  Local product / event knowledge 
 

�  Games-knowledge (preferably via 
familiarisation trips before 2012 / at test 
events) 

 

Attributes Attributes  Attributes  Attributes  

 
 
 
Tourist 
Information 
Centre (TIC) 
Advisors 
 
 

�  Smart appearance, pleasant, friendly manner  
�  Must enjoy working with the public 
�  Able to work calmly and efficiently under pressure 
and prioritise work 

�  Enthusiasm for constantly updating 
knowledge and skills 

  

Skills  Skills  Skills  Skills  
�  Communication skills (and a clear voice) 
�  Trained to guide in any environment / transport 
mode (on foot, bus, boat etc) 
�  Tour planning and management skills 
�  Interpretation skills 
�  Business skills (most are self-employed) 
�  Problem-solving skills 
�  Language skills  
�  Be able to memorise facts, figures and events 

�  Language skills (700 of the 1,400 tourist 
guides in the ITG are fluent in more than one 
language) 

�  Specific language skills to match visitor 
profile for 2012 e.g. Mandarin 

One respondent said “At last audit, Blue 
Badge Guides have between them 44 
languages. However, a recent report by 
Newham suggests that in that Borough 
alone, 100 languages are spoken, so 
not every language can yet be catered 
for. Gaps include Albanian, Armenian, 
Croatian and a particular issue is 
Mandarin. Only 4 BBGs have been 
trained in Mandarin over the past 5 
years.” 

Knowledge Knowledge  Knowledge  Knowledge  
�  In-depth regional / local knowledge 
�  Other specialist knowledge – British culture, art, 
history, paintings, buildings etc (using a range of 
resources including guidebooks, internet etc) 
�  Disability awareness / catering for special needs tour 
groups 

�   “Knowledge needs for all tourist guides in 
relation to the Olympic and Paralympic 
Games will increase and change closer to 
2012.” (tourist guide) 
�    Increasing knowledge about ‘sport 
tourism’ in general 

�  History of sport / Olympics / Paralympics 
�  Awareness of the East End regeneration 
programme 
�  Games-knowledge (preferably via 
familiarisation trips before 2012 / at test 
events) 

One respondent said “I don’t think the 
2012 Olympic and Paralympic Games 
in themselves will change the type of 
skills needed for guiding, however I do 
think they will catalyse the need for 
additional knowledge.” 

Attributes Attributes  Attributes  Attributes  

 
 
 
 
Tourist Guides 
(please note, 
this information 
mainly refers to 
Blue Badge 
tour guides) 
 
 
 
 
 

�  Enjoy working with people of all ages and 
backgrounds; be confident speaking to groups of 
people; be physically fit with plenty of stamina. 

 �  Likely to need even more tolerance and 
empathy to cope with likely increase in 
international / multi-cultural tour parties. 

Tourist Guides will have to be able to 
present information in an interesting 
way, even when repeating tours many 
times a day. 



 

50 

Assessment of skill, knowledge and attribute requir ements for the 2012 

Games against current skill gaps and shortages 

 

Chefs 

 

Of the skills, knowledge and attributes identified in this research as needing to be 

enhanced amongst chefs working at (or in businesses effected by) the 2012 Games, 

the following are acknowledged by industry as lacking in the current workforce or 

amongst new recruits: 

 

·  Managing a large diverse team 

·  Communication skills in a multi-cultural workforce 

·  Cultural awareness 

·  Prompt arrival at venue/place of work 

 

The majority of the ‘new’ skills, knowledge and attributes identified in this research 

are not generally required of chefs currently working in the industry.  However, some 

of these skills are currently required of chefs working at major events (usually for a 

contract catering company) or in large hotels or institutions where the volume of 

meals is very large and, in the case of events, teams change on a regular basis.   

 

In addition, recent research undertaken by People1st as part of their Sector Skills 

Agreement suggests that current skills gaps or shortages in the following areas could 

impact on the ability of chefs to meet the required standard before, during and after 

the 2012 Games: 

 

·  Preparing, cooking and finishing basic dishes 

·  Preparing, cooking and finishing complex dishes 

·  Communication skills (the ability to communicate effectively when under 

pressure) 
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Head chefs 

 

Of the skills, knowledge and attributes identified in this research as needing to be 

enhanced amongst head chefs working at (or in businesses effected by) the 2012 

Games, the following are acknowledged by industry as lacking in the current 

workforce or amongst new recruits: 

 

·  Leadership skills 

·  Organisational skills 

·  Motivational skills 

 

The majority of the ‘new’ skills, knowledge and attributes identified in this research 

are not generally required of head chefs currently working in the industry.  However, 

some are currently required of head chefs working at major events where teams 

change on a regular basis.   

 

In addition, research undertaken by People1st as part of their Sector Skills 

Agreement suggests that current skills gaps or shortages in the following areas could 

impact on the ability of head chefs to meet the required standard before, during and 

after the 2012 Games: 

 

·  Training and developing staff 

·  Budget management skills 

 

Waiting staff 

 

Of the skills, knowledge and attributes identified in this research as needing to be 

enhanced amongst waiting staff working at (or in businesses effected by) the 2012 

Games, the following are acknowledged by industry as lacking in the current 

workforce or amongst new recruits: 

 

·  Complaint handling 

·  Upselling 

·  Understanding cultural difference 

·  Timekeeping 
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‘New’ skills, knowledge and attributes identified in this research for waiting staff that 

are currently likely to be lacking amongst some in the workforce are: 

 

·  Language skills  

·  Crisis management 

·  Event knowledge 

 

Staff will be able to be trained for the latter two in a fairly short timescale whereas 

language skills are likely to require a greater investment.  One advantage that 

London has is that a high proportion of those working in front-of-house hospitality 

jobs are originally from overseas so are already likely to speak at least one other 

language.  These latent skills need to be acknowledged and utilised to their 

maximum effect.   

 

In addition to the new and enhanced skills listed above, recent research undertaken 

by People1st as part of their Sector Skills Agreement suggests that current skills 

gaps or shortages in the following areas could impact on the ability of waiting staff to 

meet the required standard before, during and after the 2012 Games: 

 

·  Customer services skills 

·  Communication skills (particularly amongst young people) 

·  English language skills 

·  Product knowledge 

·  Welcoming skills 

·  Enthusiasm 

 

Catering Managers  

 
Of the skills, knowledge and attributes identified in this research as needing to be 

enhanced amongst catering managers working at (or in businesses effected by) the 

2012 Games, the following are acknowledged by industry as lacking in the current 

workforce or amongst new recruits: 

 

·  Cultural awareness 
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‘New’ skills, knowledge and attributes identified in this research for catering 

managers that are currently likely to be lacking amongst the workforce are: 

 

·  Managing complex staff rotas in multiple venues  

·  Event knowledge 

 

It is unlikely that many catering managers have experience of managing such 

complex rotas.  However, those working in these roles are likely to be working for 

large contract catering companies who have experience of similar events in the past. 

 

In addition to the skills listed above, recent research undertaken by People1st as part 

of their Sector Skills Agreement suggests that current skills gaps or shortages in the 

following areas could impact on the ability of catering managers to meet the required 

standard before, during and after the 2012 Games: 

 

·  Customer service skills 

·  Management and leadership skills 

·  Motivational skills 

·  Financial skills 

 
Tourist Information Centre (TIC) Advisors and Tour Guides 

 

Specific information on existing skills gaps and skills shortages for TIC Advisors and 

Tour Guides did not emerge from People1st’s Sector Skills Agreement.  Two 

common themes emerging from this research for these two occupations is the desire 

to use the 2012 Games as a catalyst to improve language skills and disability 

awareness.  Employers do currently provide some training in these areas but it is 

acknowledged that there is room for improvement.   
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2.3.5 SkillsActive: Sport and Active Learning Skill s Needs 

Specific occupations considered for this sector are: 

 

o Coaching Levels 1-3 Community coaching 

o Coaching - Levels 4-5 Competitive and International 

o Officials 

o Venue / facility management 

o Spectator control - Stewards 

o Sports/ Community Development Officers 

 

Key findings 

 

At this stage, respondents are uncertain about how many sports jobs might be 

created, and the ultimate size of the sport and active leisure workforce catalysed by 

London 2012.  Views vary immensely though about the genuine extent and type of 

sport-specific jobs that will materialise as part of a wider sports legacy from the 

Games. If managed carefully, respondents believe that sustainable jobs could be 

created in each occupational area considered in this research including elite 

performance, venues / facilities and community coaching / sport development.  

  

Certain skills are likely to need to be enhanced before and during the Games.  This 

varies from elite performance coaching skills to cultural awareness for venue staff 

through to working with deprived communities and excluded individuals for 

community coaches. 

 

The Games will provide a general stimulus to the elite performance workforce with 

the size of the Great Britain and Northern Ireland team expected to double between 

the last Games in Athens 2004 and London 2012.  There is also likely to be a 

concomitant rise in the numbers of coaches and support staff (sport scientists, sport 

medical staff, physiotherapists, analysts / statisticians, conditioners). The Games will 

also provide a specific stimulus to particular British Olympic Governing Bodies (e.g. 

volleyball, handball, basketball and wrestling) that will be represented at the Games 

for the first time.  Some are already receiving funding and have appointed full-time 

coaching and support staff for the first time. 

 

The short-term boost in employment resulting from the new venues could be 

significant. One of the major stadia interviewed employs 6,200 people on an event 

day.  This includes around 1,500 sport related jobs.  A particular training need 
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identified for stewarding staff was customer service with an emphasis on cultural 

awareness. 

 

There is expected to be a significant growth in community coaches and sport 

development officers for the 2012 Games. These jobs may well become hybrid posts 

incorporating community development and youth engagement activities.  This in itself 

will create training needs in relation to working with deprived communities, excluded 

individuals, especially young people (please see links in the LLUK section). 

 

None of the employers spoken to expect major recruitment difficulties for London 

2012. This results from a combination of factors such as: a healthy supply of labour 

(sport scientists), the prestige of the event (stadium and venue staff such as 

stewards) and personal dedication and a desire to contribute to society (community 

coaching).  The key challenge for Olympic governing bodies, the British Olympic 

Association (BOA) and English Institute of Sport (EIS) nevertheless will be finding 

people in elite coaching and support roles (e.g. sport scientists, sport medicine, 

statisticians and analysts) with the right levels of experience.
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Skills and training needs for sport and active lear ning occupations at major events such as London 201 2 
 

The table below summarises the skills, knowledge and attributes required of those working in specified occupations.  The first column describes the ‘normal’ requirements for that occupation, the 
second column describes skills, knowledge and attributes that need ‘amplifying’ at major events, the third column lists ‘new’ or different skills, knowledge and attributes required for major events. 

                                                
32 Based on existing research undertaken by the Sector Skills Council and supplemented by the views of respondents to this research project 
33 Based on 10 interviews with employers in the sport and active leisure sector and other relevant SSC sources of intelligence 

Occupation ‘Normal ’ skills, knowledge and attributes required to 
successfully undertake core functions 32 

Skills, knowledge and attributes that 
are enhanced  at major events 33 

New skills, knowledge and 
attributes required specifically for 
major events 

Context  for why there is a need for new skills, 
knowledge or attributes 

Skills  Skills  Skills  Skills  
�  Working with the local community, schools, clubs, professional 
bodies, national governing bodies of sport (NGBs) and volunteers 
to coordinate access to sport and activities  
�  Organise and run structured training sessions 
�  Have good verbal communication skills 
�  Inspire confidence and motivate performers 
�  Good analytical and organisational skills 
�  For team sports, develop players into an effective team 

�  Working with the local community, 
schools, clubs, professional bodies, 
national governing bodies of sport 
(NGBs) and volunteers to coordinate 
access to sport and activities  
�  Have the ability to inspire confidence 
and motivate performers 

�  Building up the potential coach’s 
confidence 
�  Knowing how to work with kids that 
may have a background of offending 
/ non-participation 
�  Working with different / special 
populations 

In the host boroughs where the Olympics will be a 
stimulus to coach development, NGB qualifications 
are not the only skills / knowledge require.  As a 
respondent from one borough noted, “Really, we’re 
trying to produce excellent community 
development workers as much as skilled sports 
coaches”. 

Knowledge Knowledge  Knowledge  Knowledge  

�  Recognised coaching qualification - The UK Coaching 
Certificate (UKCC) 

�  Child Protection training / police check, health and safety 
training, First Aid Certificate, Lifesaving qualifications for water 
sports and Sports Leader Award (not essential) 

�  Recognised coaching qualification 
 

�  Recognised coaching qualification The BVF (and some other Olympic Governing 
Bodies) do not currently have recognised UK level 
coaching qualifications (in the BVF case they exist 
at home country level).  They will be working to 
improve coaching qualifications in the game with 
scUK.  

Attributes Attributes  Attributes  Attributes  

 
 
 
 
 
 
Coaching 
Levels 1-3 
Community 
coaching 

�  Enthusiastic about sport 
�  Have perseverance and patience, be sensitive and supportive 
and have physical stamina. 

�  Have perseverance and patience 
�  Be sensitive and supportive 

�  Desire to make a difference As above in skills in relation to community 
development role. 

Skills  Skills  Skills  Skills  
�  Working with elite performance athletes and teams  
�  Supervising and managing other members of coaching team 
�  Organise and run structured training sessions 
�  Have good verbal communication skills 
�  Inspire confidence and motivate performers 
�  Good analytical and organisational skills 
�  For team sports, develop players into an effective team 

�  Working with elite performance 
athletes and teams  
�  For team sports, develop players into 
an effective team 

�  Working with less experienced 
coaches to improve them and the 
sport infrastructure. 
�  Working with support staff (e.g. 
sport scientists, sport medicine) to 
improve performance of athletes 
�  Possible demand for elite coaches 
at a community level. 

The appointment of overseas coaches with vast 
experience and track record creates an opportunity 
for mentoring and developing promising British 
coaches. Also, as above (in relation to level 1-3 
community coaches) some elite coaches may be 
working in local communities and will require an 
understanding of the community impact of their 
activities as well as diversity / equality issues. 

Knowledge Knowledge  Knowledge  Knowledge  
�  Recognised coaching qualification - The UK Coaching 
Certificate (UKCC) 
�  Degree or post-graduate qualification in sport related discipline 
�  Child Protection training / police check, health and safety 
training, First Aid Certificate, Lifesaving qualifications for water 
sports and Sports Leader Award (not essential) 

�  Extensive track record of coaching  
�  Recognised coaching qualification 
 

�  Track record in winning medals. Experience will be vital and the NGBs will seek to 
recruit those coaches (whether from home or 
abroad) with a proven track record of coaching 
elite athletes to success. 

Attributes Attributes  Attributes  Attributes  

 
 
 
Coaching - 
Levels 4-5 
Competitive 
and 
International 

�  Extensive experience of coaching 
�  Enthusiastic about sport 
�  Have perseverance and patience 
�  Be sensitive and supportive 
�  Have physical stamina. 

�  Extensive experience of coaching 
�  Enthusiastic about sport 
 

�  Drive and determination The BOA and NGB will be looking to employ “winners”.  
There is a big emphasis on improving Team GB’s position 
in the medal table and securing a top four spot.  Coaches 
will need to prove themselves by producing gold, silver 
and bronze. 
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34 Based on existing research undertaken by the Sector Skills Council and supplemented by the views of respondents to this research project 
35 Based on 10 interviews with employers in the sport and active leisure sector and other relevant SSC sources of intelligence 

Occupation ‘Normal ’ skills, knowledge and attributes required to 
successfully undertake core functions 34 

Skills, knowledge and attributes that 
are enhanced  at major events 35 

New skills, knowledge and attributes 
required specifically for major events 

Context  for why there is a need for new 
skills, knowledge or attributes 

Skills  Skills  Skills  Skills  
�  Handle and communicate information  
�  Continuously develop and maintain own ability to apply rules 
laws regulations etc  
�  Contribute to the health and safety of competitors and others 
during competition  
�  Contribute to safeguarding young and vulnerable competitors  
�  Identify and maintain the regulations and structure of a 
competition  
�  Accurately apply rules laws and their interpretation during 
performance  
�  Evaluate the quality of competition and communicate 
judgments consistently  

�  Identify and maintain the regulations 
and structure of a competition  
�  Accurately apply rules laws and their 
interpretation during performance  
 

�  Sport specific skills of lower level officials 
such as scorers, timekeepers and line 
judges. 

The British Volleyball Federation, for instance, 
hope that British officials can be trained up to 
work as table scorers and qualified British 
referees should be able to work as line 
judges. 

Knowledge Knowledge  Knowledge  Knowledge  
�  NGB recognised officiating qualification 
�  Contribute to the health and safety of the competition 
environment  

�  NGB recognised officiating 
qualification 
 

�  Wider knowledge of the teams or 
individuals competing at the Games as 
many British officials will not have officiated 
them before. 
�  Some language skills will be a positive 
benefit. 

British officials in some sports will have little 
international experience. 

Attributes Attributes  Attributes  Attributes  

 
 
 
 
 
 
Officials 

�  Establish working relationships with co-officials and support 
staff  
�  Establish relationships with competitors and competitor 
representatives  

�  Establish working relationships with 
co-officials and support staff  
�  Establish relationships with 
competitors and competitor 
representatives 

�  Flexibility and willingness to work as part 
of team with foreign officials. 

British officials may be in “junior” roles and will 
have to work well with their senior overseas 
counterparts. 

Skills  Skills  Skills  Skills  
�  Manage an effective event day workforce 
�  Manage health, safety, security and welfare of venue 
�  Manage physical resources 
�  Manage the achievement of customer satisfaction  
�  Manage finance for area of responsibility 
�  Manage an effective workforce 
�  Initiate change to improve structures and services 
�  Develop, implement and review operational plans  
�  Provide leadership in area of responsibility 
�  Manage information and knowledge 
�  Develop a framework for marketing  

�  Manage an effective event day 
workforce 
�  Manage health, safety, security and 
welfare of venue 
�  Manage physical resources 
�  Manage the achievement of customer 
satisfaction 

�  Flexibility and multi-tasking are essential 
with day-to-day management staff expected 
to adopt specific event-day roles. 

Office staff responsible for the day-to-day running 
of Wembley stadium have gone through special 
training to allow them to be flexible and be 
involved in on-the-day event management as 
well. Wembley has invested heavily in 
familiarisation and induction.  There is a 
programme, a video and a staff induction process 
that is allows “venuisation” for employees. They 
are now developing a competency framework for 
the organisation, which will be used as part of the 
recruitment process to assess applicants. 

Knowledge Knowledge  Knowledge  Knowledge  
�  Degree or post-graduate qualification 
�  Knowledge of running a venue or facility 
�  Understanding of HR, finance and marketing  
�  Knowledge of building services, playing surfaces, physical 
infrastructure of facility 

�  Knowledge of running a venue or 
facility 

�  Event planning knowledge 
�  Sponsorship management 

Event planning knowledge is needed including 
budgeting, financial planning and analysis, project 
management (e.g. skills relating to retro-fixing 
building problems).  Skills / experience around 
sponsorship management are also hard to find. 

Attributes Attributes  Attributes  Attributes  

 
 
 
Venue / 
facility 
management 
 

�  Organised, flexible, leadership 
 

�  Organised, flexible, leadership 
 

�  Working with volunteers and people from 
outside their usual employment pool.   

Existing stadia may have to work with people from 
outside their usual employment pool.  This will 
require greater understanding, flexibility and possibly 
a different approach to management. 
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36 Based on existing research undertaken by the Sector Skills Council and supplemented by the views of respondents to this research project 
37 Based on 10 interviews with employers in the sport and active leisure sector and other relevant SSC sources of intelligence 

Occupation ‘Normal ’ skills, knowledge and attributes required to 
successfully undertake core functions 36 

Skills, knowledge and attributes that 
are enhanced  at major events 37 

New skills, knowledge and attributes 
required specifically for major events 

Context  for why there is a need for new 
skills, knowledge or attributes 

Skills  Skills  Skills  Skills  
�  Prepare venues for spectator events  
�  Maintain stewarding in designated areas and deal with 
spectator problems and emergencies  
�  Ensure the safety of people attending a spectator event  
�  Support the efficient use of resources  
�  Help to manage conflict  
�  Assist the organisation to develop and implement policies  
�  Develop productive working relationships with colleagues and 
stakeholders  
�  Control and detain people at a spectator event for action by the 
police  
�  Control the entry exit and movement of people at spectator 
events  
�  Monitor spectators and deal with crowd problems  
�  Deal with accidents and emergencies  

�  Prepare venues for spectator events  
�  Ensure the safety of people attending 
a spectator event  
�  Control the entry exit and movement 
of people at spectator events  
�  Monitor spectators and deal with 
crowd problems  
�  Deal with accidents and emergencies 

�  Cultural awareness to reflect the wide 
range of spectators expected at the Games. 
�  Improved customer service skills. 
�  Potential for specialisation to allow for 
effective use of stewards. 
 

There is a concern that many of the paid 
stewards employed in the UK are employed at 
football grounds.  NGBs and a major stadia 
expressed concerns that the focus of their 
activities and training are crowd control when 
there will be a greater emphasis at the Games 
on the visitor experience and a friendly 
relationship with spectators. 
Twickenham adopts specialisation to allow 
effective deployment of stewards and 
spectator control staff.  This means that 
trained / permanent staff can be used for 
more difficult jobs.  Specialisms include 
external car park searchers (every vehicle 
entering the car park has to be searched), car 
park attendants, searchers of people entering 
the ground, ticket takers / turnstile staff. 
stadium seating staff, safety response team 
and fire safety staff. 

Knowledge Knowledge  Knowledge  Knowledge  
�  Stewarding / spectator control qualification 
�  Health and safety 
�  First Aid 

�  Stewarding / spectator control 
qualification 
 

�  Knowledge of specific sports. 
�  Language skills would be helpful. 
�  A1 Assessor Training 

The BVF, for instance, hope that they can 
become involved in training to develop 
volunteers (e.g. to work as stewards) with an 
understanding of volleyball.  
Wembley have adopted a “train the trainer” 
scheme and is looking to stewards to become 
NVQ assessors. This is seen as an effective 
way of keeping the workforce trained and 
compliant. 

Attributes Attributes  Attributes  Attributes  

 
 
 
Spectator 
control -  
Stewards 
 

�  Develop productive working relationships with colleagues 
�  Friendly and able to get along with people 
�  An interest in sport  

�  Friendly and able to get along with 
people 
�  An interest in sport  
 

�  Increased emphasis on friendliness and 
sport knowledge. 

As above. 
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38 Based on existing research undertaken by the Sector Skills Council and supplemented by the views of respondents to this research project 
39 Based on 10 interviews with employers in the sport and active leisure sector and other relevant SSC sources of intelligence 

Occupation ‘Normal ’ skills, knowledge and attributes required 
to successfully undertake core functions 38 

Skills, knowledge and attributes that are 
enhanced  at major events 39 

New skills, knowledge and 
attributes required specifically for 
major events 

Context  for why there is a need for new skills, 
knowledge or attributes 

Skills  Skills  Skills  Skills  
�  Working with the local community, schools, clubs, 
professional bodies, national governing bodies of sport 
(NGBs) and volunteers to coordinate access to sport 
and activities 
�  Working with coaches to plan and promoting regular 
activities for specific groups 
�  Panning and promoting large scale events  
�  Working to establish priority sports and structures  
�  Forming links with the voluntary sector 
�  Attend meetings with other depts., agencies & 
bodies  
�  Excellent communication, leadership, organisational, 
computer and administrative skills. 

�  Working with the local community, schools, 
clubs, professional bodies, national governing 
bodies of sport (NGBs) and volunteers to 
coordinate access to sport and activities 
�  Working with coaches to plan and promoting 
regular activities for specific groups 
�  Forming links with the voluntary sector 

�  Working with different / special 
populations 
�  Community development skills 

As with community coaches, there is the opportunity 
for sport development officers to concentrate on the 
aspects of their job related to community development 
(particularly in the host boroughs). 

Knowledge Knowledge  Knowledge  Knowledge  
�  Degree, preferably in subject area such as sports 
development, sports coaching or sports science 
�  Sometimes a postgraduate qualification in subjects 
such as sports studies, health and exercise sciences or 
leisure management is required 
�  Coaching qualifications 
�  Marketing, finance and human resource 
management 

�  Coaching qualifications 
 

�  Some knowledge of community 
development and working with 
deprived or excluded communities 
�  Sport specific knowledge 
(particularly in relation to some fringe 
sports) 
 

As above re: community development role. 
 
The BOA and NGBs feel that the Games can have a 
dramatic effect on the employment of sport 
development staff particularly in sport specific roles 
(e.g. within NGBs) in sports that do not normally 
compete in the Olympics. 

Attributes Attributes  Attributes  Attributes  

 
 
 
 
 
Sports/ 
Community 
Development 
Officers 
 

�  Be enthusiastic about sports and coaching, and the 
principles of healthy living  
�  Be confident and efficient working alone or as a 
member of a team  
�  Be flexible and adaptable to suit any situation  
�  Enjoy working with individuals and groups from all 
social and cultural backgrounds, of all ability levels, 
and in a range of environments  

�  Be enthusiastic about sports and coaching, 
and the principles of healthy living  
�  Enjoy working with individuals and groups 
from all social and cultural backgrounds, of all 
ability levels, and in a range of environments 

�  Desire to make a difference As above in skills in relation to community 
development role. 
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Assessment of skill, knowledge and attribute requir ements for the 2012 

Games against current skill gaps and shortages 

 

Coaching Levels 1-3 Community Coaching 

 

Of the skills, knowledge and attributes identified in this research as needing to be 

enhanced amongst community coaches (levels 1-3) at the 2012 Games are all 

recognised as being core to the role of a coach at this level.   

 

The ‘new’ skills, knowledge and attributes identified in this research are not a core 

skill requirement of community coaches.  However, they may already be the 

requirements of some community coaches operating in deprived areas/areas with 

high levels of disengagement. In light of the government agenda to increase 

participation in sporting activities it will be important for community coaches to 

develop skills to reach out to special populations. 

 

Recent research undertaken by SkillsActive as part of their Sector Skills Agreement 

suggests that generic skills are lacking across a broad range of occupations.  

Considering the role of community coaches in engaging the community in sporting 

activities (including special populations) these core skills will be of utmost 

importance.  Particular generic skills identified as being in need of improvement 

include: 

 

·  Communication Skills 

·  Customer care/handling Skills 

 

In light of the increased interest that the Olympics is likely to generate there may be a 

need to ensure that community coaches have the relevant qualifications to offer a 

range of sporting activities, including those that are not identified as priority sports.   

 

The UK Coaching Certificate aims to provide increased coherence and consistency 

across sports coaching qualifications through the introduction of more generic 

modules and to endorse independent quality assured coach education programmes 

at 5 levels, across sports within the UK.  Sportscoach UK has development funding 

available for the 31 priority sports until 2007.  However, there are concerns within the 

sector as to whether this conversion can be achieved by 2007. 
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Coaching Levels 4-5 Competitive and International C oaching 

 

The majority of ‘enhanced’ skills, knowledge and attributes identified as being a 

requirement of those competitive and international coaches working at the Games 

form part of their core job role.  Nevertheless, this research identifies that coaches 

operating at this level will need to display knowledge above the standard level and 

will have to be able to offer an extensive track record in coaching elite performance 

athletes and teams to success. 

 

Involvement in a major event will also require the development of a number of ‘new’ 

skills, knowledge and attributes.  In particular existing competitive and international 

coaches may be required to: 

 

·  work with less experienced staff to help improve the level of coaching 

available and the overall sport infrastructure 

·  work with support staff to improve the performance of athletes 

·  work with local communities, overcoming diversity and equality issues. 

 

It is important to recognise that competitive and international coaches will be under 

pressure to prove themselves during the Games.  Personal attributes will be an 

important area of development, ensuring that they have the determination and 

patience to support athletes but also the relevant skills to motivate them to enhance 

performance. 

 

As with community coaching, communication skills will be an important area of 

development, together with team working skills. 

 

Officials 

 

Of the ‘enhanced’ skills, knowledge and attributes identified in this research as being 

required of officials working at (or in organisations affected by) the 2012 Games, they 

are already used and no skill gaps or shortages have been identified in this area.  

SkillsActive research identifies officiating at NGB level 1, 2 or 3 as key vocational 

qualifications.  It also shows coaches and officials working in the sport and active 
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leisure sector are largely made up of volunteers who will also require the correct level 

of skill. 

 

Sports that are competing in the 2012 Olympic Games and Paralympic Games for 

the first time will need higher level officiating skills (Level 4 and 5).  This is part of the 

new requirement for developing an infrastructure, and the sports themselves may 

deal with this in different ways.  They may “borrow” officials or “buddy” with other 

nations’ team officials. The Governing Body for the sport may need to develop a 

higher level programme for training officials at Levels 4 and 5, including a mentoring 

programme to build up experience and train more officials at higher levels. Finally 

they may be able to send officials to training courses run by other nations’ Governing 

Bodies of Sport. 

 

The ‘new’ skills, knowledge and attributes identified in this research are not usually 

required by those working as officials.  They will have had limited international 

experience and traditionally foreign language skills are not required to a great extent 

by those working in the sector. 

 

Venue / facility management 

 

The ‘enhanced’ skills, knowledge and attributes identified in this research as being 

required of venue / facility management working at (or in organisations affected by) 

the 2012 Games are all currently employed in their roles.  There aren’t specific gaps / 

shortages noted in these skills at their current level of usage.  Across a broad range 

of occupations in the sport and active leisure sector management skills and customer 

handling skills are identified as a skill gap. 

 

The ‘new’ skills, knowledge and attributes identified in this research are already used 

by those working at major venues / facilities in the UK.  However, these will be 

required at a higher level due to the scale of the event.  Shortages are identified in 

sponsorship management. 

 

Spectator control – Stewards 

 

All of the ‘enhanced’ skills, knowledge and attributes identified in this research as 

being a requirement for stewards operating at the 2012 Games are core 

requirements of the existing job role.  Nevertheless, these skill areas are likely to 
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need some development, due to the large scale nature of the Games.  A particular 

area of development may be ensuring that the right level of management and 

leadership expertise are in place to co-ordinate the event effectively.  Furthermore, 

skill areas commonly identified as being in need of improvement across the sector, 

such as communication, team working and customer handling will need to be 

addressed. 

 

It will be important to ensure that volunteer stewards also have the correct level of 

skill required, including first aid and health and safety. 

 

This research has also identified a number of ‘new’ skills, knowledge and attributes 

that stewards will need to obtain for the 2012 Games.  The increasing focus on 

customer service teamed with the diverse nature of spectators implies that there will 

be a need to develop skills in: 

 

·  Cultural awareness (to reflect the wide range of spectators expected at the 

Games) 

·  Customer service  

·  Co-ordination – making use of stewards with specialist knowledge (e.g. safety 

response teams, car park searchers) 

·  Language skills  

·  Assessor training 

 

In addition, stewards may be required to display greater knowledge of specific sports.  

The real challenge of ensuring we have the skilled workers and volunteers for the 

2012 Olympic Games and Paralympic Games concerns the scale of the numbers of 

skilled people required. 

 

Sports / Community Development Officers 

 

Of the ‘enhanced’ skills, knowledge and attributes identified in this research as being 

required of sports / community development officers working at (or in organisations 

affected by) the 2012 Games, the following are acknowledged by industry as lacking 

in the current workforce or amongst new recruits: 

 

·  Coaching qualifications 
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The majority of the ‘new’ skills, knowledge and attributes identified in this research 

are already noted as issues due to the sport agenda increasingly seen as a way of 

accessing deprived communities and hard-to-reach groups.  It was highlighted in the 

SkillsActive Sector Skills Agreement that social welfare is an increasing expectation 

and identified a skill need in dealing with disaffected youngsters. 
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2.3.6 Skillsmart: Retail Skill Needs 

 

Specific occupations considered for this sector are: 

 

o Sales assistants / retail cashiers 

o Managers 

o Buyers and Merchandisers 

 

Key findings 

 

Major retailers interviewed for this research seem to agree that they don’t expect to 

have to employ many more people at their stores during the 2012 Olympic Games 

and Paralympic Games despite the likely increased footfall in London at that time. 

However, they do concede that there may be increased competition for low-skilled or 

semi-skilled labour near to, or during, Games time. This competition (for jobs such as 

sales assistants) will be both amongst retailers but also with other sectors requiring 

similar labour (especially for catering and security positions). As such, by implication, 

this will require individual retailers to sharpen their staff retention policies ready for 

London 2012 and indeed possibly join forces as a sector to ensure their general 

employment proposition is stronger than other sectors competing for equivalent 

labour in the host boroughs. 

 

Another possible area to plan for is catering for the situation where some retail staff 

may want to volunteer for the Games period. In which case there may be a need to 

include this option as a positive staff retention strategy whilst also ensuring adequate 

back-filling solutions. This is an opportunity rather than a challenge and given that 

many workers in retail are part-time and extremely flexible. “The business is used to 

managing a highly adaptable workforce – evenings, weekends, 24/7 hours etc, so 

recruitment practices are pretty well rehearsed in the retail sector” explained one 

major employer. Retailers interviewed report annual staff turnover of between 24% 

and 40% and it will be important to ensure these figures do not escalate for any 

reason during London 2012. 

 

Additional skills and training needs are not anticipated for Games time. In fact the 

only occupational area, where retailers think additional requirements will need to be 

planned for, is for their merchandisers and buyers who need to make enough time 

available to ensure they research and maximise any likely consumer buying trends 

and stock up accordingly.  For example there was a boom in the sale of big screen 

 



 

66 

TVs for UK consumers to view the 2006 FIFA World Cup in Germany and there was 

an increase in cricket goods after England won the Ashes. 

 

One other potentially interesting area for skills development is language skills for 

those in customer-facing roles and ensuring that the ‘welcome’ is as good as 

possible for international visitors expected in London at Games time.  However, the 

solution might not be delivered through people, rather at point of sale through 

information translations. And for the Paralympics, retailers spoken to report that their 

internal staff training programmes already include special needs and disability 

awareness, so they believe no new training requirements would be required. 

 

Retailers are likely to benefit from London 2012 by trying to plan for the likely 

‘feelgood’ factor usually associated with major events but on the whole consultees 

felt that the major benefits are likely to come post-Games. For example, one major 

retailer is investing in new stores at the Stratford City development and hopes that 

long-term benefits will accrue through the infrastructural and transport investments 

being made. Over time, it is likely there will be a positive change in economic 

prosperity and this should ultimately benefit retailers and other types of businesses 

investing in the East End of London. 
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Skills and training needs for the retail workforce at major events such as London 2012 
 
The table below summarises the skills, knowledge and attributes required of those working in specified occupations.  The first column describes the ‘normal’ 
requirements for that occupation, the second column describes skills, knowledge and attributes that need ‘amplifying’ at major events, the third column lists 
‘new’ or different skills, knowledge and attributes required for major events and the fourth column describes why these are needed.  
 
 

Occupation ‘Normal ’ skills, knowledge and attributes required to 
successfully undertake core functions 40 

Skills, knowledge and attributes 
that are enhanced  at major 
events 41 

New skills, knowledge and attributes 
required specifically for major events 

Context  for why there is a need for new 
skills, knowledge or attributes 

Skills  Skills  Skills  Skills  
�  Customer service / good face to face skills  
�  Teamworking skills  
�  Basic IT skills or training to use store’s own computerised 
equipment (cash registers) 
�  Plenty of stamina / manual skills 
�  Selling skills 
�  Goods display / presentation skills 
�  Increasingly a need for good numeracy skills 
�  Ability to upkeep good merchandising standards 

�  Customer service skills �  Possibly language skills, but this 
needs further investigation and 
consultation with other retailers 

“Language skills might be an interesting 
area to look at for the Games and 
ensuring that the ‘Welcome’ is as good as 
possible, recognising that there will be 
perhaps even more international visitors to 
London than there already is. However, 
this might not be delivered through 
people, rather at point of sale (information 
/ language translations perhaps).” 

Knowledge Knowledge  Knowledge  Knowledge  
�  Stock availability 
�  Product / line / price knowledge 
�  Special promotions  
�  Specialist product knowledge depending on nature of store / 
sales function 

�  Product / line / price knowledge 
specifically brought in to maximise 
event-related spending 

�  Product / line / price knowledge 
specifically brought in to maximise 
Games-related spending (e.g. large TV 
screens, sporting goods etc 

“I don’t think customers will be asking staff 
in our department stores where to go to 
get to venues etc for the Games.” 

Attributes Attributes  Attributes  Attributes  

 
 
 
Sales Assistants 
and Retail 
Cashiers 
 
 
 

�  Must enjoy working with the public and have a polite, helpful 
manner  
�  Confident when dealing with difficult and sometimes 
unexpected situations  
�  Smart appearance 
�  Energy, personality and enthusiasm 

�  Possibly working under more 
pressure if the event has the impact 
on increasing the number of 
customers to serve 

�  No new attributes anticipated 
because of 2012 

- 

                                                
40 Based on existing research undertaken by the Sector Skills Council and supplemented by the views of respondents to this research project 
41 Based on 2 interviews and other relevant SSC sources of intelligence 
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Skills  Skills  Skills  Skills  
�  Able to communicate clearly with a variety of people at all 
levels  
�  Adaptable and a quick thinker who is prepared to make 
decisions  
�  Willing to take on responsibility at an early stage of their 
career  
�  Have the ability to understand relevant laws  
�  Be comfortable with the use of IT 
�  Financial skills i.e. spreadsheets to monitor sales targets, 
profits, revenues, KPIs etc 
�   Customer service issues such as dealing with individual 
queries and complaints  
�  HR skills i.e. Interviewing and recruiting new staff, 
organising training  
�   Supervisory skills as necessary (other departmental 
managers)  

�  No new skills anticipated because 
of 2012 

�  No new skills anticipated because of 
2012 
 

�  No new skills anticipated because of 
2012 

Knowledge Knowledge  Knowledge  Knowledge  
�  Health and safety and security issues  
�  Stock control  

�  General knowledge of new lines 
brought in for Games-time 

�  No new knowledge anticipated 
because of 2012 

�  No new knowledge anticipated because 
of 2012 

Attributes Attributes  Attributes  Attributes  

 
 
 
Store 
Managers 
 
 
 

�  A good team leader with lots of self-motivation 
�  Committed to the needs of the customer 
�  Enjoy a fast-moving, pressurised environment  
 

�  Motivational attribute as there 
might be more fluctuation in staffing 
levels / recruitment patterns at 
Games-time 

�  No new attributes anticipated 
because of 2012 

�  Recruitment / Retention skills may be 
amplified at games-time to compete for 
labour with other stores / sectors 

Skills  Skills  Skills  Skills  
�  Mathematical ability to work out budgets and understand 
sales figures  
�  Computer skills to produce graphs and spreadsheets  
�  Ability to understand what the customer wants  
�  Commercial awareness and negotiation skills  
�  Ability to work well in a team  
�  Good organisational and planning skills 
�  Good written and spoken communication skills  
�  Sales target planning skills 
�  Administrative / paperwork skills (in relation to orders and 
delivery agreements with suppliers) 
�  Store display skills (working with visual display staff and 
department manager in stores) 

�  Negotiation skills with suppliers of 
event-related lines 

�  Negotiation skills with suppliers of 
event-related lines, likely to be  

�   Like other major events, merchandisers 
will need to be in tune with consumer 
trends and be able to order stock or lines 
that are likely to sell well at Games-time. 
This may be an issue of experience rather 
than skill though. 

Knowledge Knowledge  Knowledge  Knowledge  
�  Consumer trends and fashions 
�  Sales information / statistics / projections 
�  Knowledge of relevant suppliers and manufacturers to select 
goods.  
�  Sales promotions and advertising campaigns knowledge 

�  Experience of other major events 
to predict trends 
�  Awareness of lines, trends etc 
�  Create enough time to identify the 
opportunities 

�  Experience of other major events / 
Games to predict trends 
 

As above. 

Attributes Attributes  Attributes  Attributes  

 
 
 
Merchandisers 
and Buyers 
 
 
 
 

�  Ability to cope with the pressure of fast-paced work 
�  Creative flair 
�  Willing to travel (to different stores) 

�  No new attributes anticipated at 
major events 

�  No new attributes anticipated 
because of 2012 

�  No new attributes anticipated because 
of 2012 
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Assessment of skill requirements against existing s kills gaps and shortages 
 
 

Although workforce planning for London 2012 is in general terms not a high priority 

for the retail sector at present (Spring 2007), the perennial importance of customer 

handling was still highlighted by interviewees. It has also been confirmed by 

Skillsmart Retail’s research for the Sector Skills Agreement (SSA) process. 

 

Sales assistants and retail cashiers  

 

Of the enhanced skills, knowledge and attributes identified in this project as being 

required for the Games, the following are acknowledged by the industry as lacking in 

the current retail workforce or among new recruits: 

 

·  Customer service 

·  Oral communication 

·  Team working 

·  Problem solving 

 

Additional research undertaken by Skillsmart Retail for its SSA suggests that current 

skills gaps or shortages in the following areas could impact on the ability of those in 

sales occupations to meet the required standard: 

 

·  Self-motivation/initiative 

·  Relevant job experience 

·  Right attitude 

·  Verbal communication skills 

 

Managers 

 

No new or enhanced skills were identified for store managers, but there may be 

some issues in terms of requirements such as: 

 

·  Leadership skills/vision 

·  People management 

·  Supply chain management  

·  Communication 
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·  Conflict management  

 

Merchandisers and Buyers   

 

The importance of commercial awareness, knowledge of consumer trends and 

negotiation skills cannot be underestimated for the Games.    
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3. Cross-sector themes  

This detailed analysis of the occupational skills, knowledge and attributes 

requirements prior to, during and after the 2012 Games reveals a number of common 

themes between sectors and occupations and some distinct differences.  This 

suggests possible areas in which Sector Skills Councils may wish to work together to 

improve skills and knowledge and areas where bespoke interventions may be more 

appropriate.   

 

Cross-sector collaboration 

Opportunities for cross-sector collaborative skills and training programmes or 

initiatives that will benefit a wide range of occupations are listed below.  In these 

cases, to develop individual approaches may be duplicative and an unnecessary 

waste of resources. The skills, knowledge and attributes identified are those that 

need amplification across most (if not all) occupations in the context of a major event 

are: 

·  Customer service allied to greeting / welcoming skills 

·  Teamwork 

·  People and interpersonal skills 

·  Communication skills (in a multi-cultural environment) 

·  Ability to work under extreme pressure in a fast-pace environment 

·  Staff motivational skills 

·  Leadership skills 

·  Health and safety 

·  Team management skills 

·  Organisational and time management skills 

·  Physical fitness / stamina / ability to work in a 24/7 environment 

·  Enthusiasm and dynamism 

·  Flexibility 

·  Venue knowledge 

·  Information handling skills 
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Selective collaboration 

In addition, the research suggests opportunities for selective collaborations between 

at least two sectors on certain skills areas. The level of intervention required is likely 

to differ by occupation. For some, it may be a requirement for refresher training or 

Continued Personal Development (CPD), whilst for other occupations, the skill area 

could be regarded as brand new.  

 

·  Partnership working (specifically with LOCOG or IOC) 

·  Cultural awareness / global development education knowledge 

·  Disability / Equality awareness 

·  Language skills 

·  Logistical planning skills 

·  Games knowledge and destination knowledge 

·  Sports / events knowledge 

·  Vehicle and route knowledge 

·  CRISP attitude (Communicative, Respectful, Informative, Sensible / Sensitive, 

Patient) 

·  Smart personal appearance and good standards of hygiene 

·  First aid skills 

·  Selling / Upselling skills 

·  Complaint handling skills 

·  Using sport as a medium to enhance youth engagement and health awareness 

(possibilities for sport, youth work and development education collaborations) 

·  Working with the media / broadcasters 

·  Excellent improvisation skills 

·  Equipment / supplier / systems knowledge 

·  Crisis management skills 

·  Diversity training / knowledge 

·  Pastoral / caring skills 

·  Skills / knowledge of how to work with local communities and residents 

·  Sports / coaching qualifications and skills 

·  Event planning skills 

·  Sponsorship skills 

·  Commercial skills 
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·  Volunteer management skills 

·  Negotiation suppliers  

 

Bespoke sectoral skills or training intervention 

 

Finally, there are opportunities to fill very distinct skills or knowledge gaps at a 

sectoral or occupational level, necessitating a bespoke sectoral skills or training 

intervention.  Distinct skills, knowledge or attributes include: 

 

·  Specialist performance skills (live performers / ceremony cast etc) 

·  Advanced technical problem-solving (in relation to systems, software used by 

technicians etc) 

·  Contextualised customer service i.e. existing programme might need adaptation 

to incorporate specific destination or Games knowledge 

·  Sign language skills (as part of a wider communication skills portfolio) 

·  ‘Shepherding skills’ (in relation to passenger transport occupations) closely 

aligned to customer service / visitor information skills 

·  ‘On the moment construction’ skills (i.e. carpenters working on sets / part of stage 

crew) 

·  Passenger handling for people with special mobility needs 

·  Youth counselling skills (lead up to, during and after a major event) 

·  Conflict resolution and community cohesion skills 

·  Job / training / volunteer brokerage skills (IAG for young people and adults 

wishing to get involved in the Games) 

·  Youth worker entrepreneurial skills 

·  International cuisine knowledge linked to food preparation skills 

·  Working with special populations (sports coaches) 

·  Working with sports medicine personnel and sport scientists to improve athlete 

performance 

·  Knowledge of competition regulations (officials) 

·  Relationship skills (e.g. officials with competitors, representatives etc) 

·  Retail product line knowledge (specific to major events for merchandisers / sales 

assistants)  
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4. Conclusion 

4.1 Lessons from major events 

The experiences of those involved in past events show that the approaches towards 

employment, training and deployment vary markedly by country, Government and by 

Local Organising Committee (LOC).  Factors affecting these different approaches 

can be cultural, political, economic and social, and linked to the overall objectives 

and aspirations for hosting a major event in the first place. 

 

The key learning lesson from past events is that whilst the Local Organising 

Committee has very specific roles and responsibilities in relation to recruiting, 

retaining and training up their event or ‘Games Workforce’, it may not be their duty or 

responsibility to invest in, or arrange training for businesses in the wider destination 

area. This is where partnership-working (between stakeholders and employers) 

appears to be critical to success.  

 

This research showcases some examples of how the ‘Games Workforce’ (LOC 

employees, contractor employees and volunteers) have been prepared in terms of 

skills and training requirements specific to the major event in question. ‘Wider 

workforce’ skills and training programmes seem to revolve primarily around 

‘customer service’ or ‘visitor welcome’ initiatives, coupled with activities to ensure that 

local businesses and their employees have practical information about the major 

event at the right time. This is particularly evident across the tourism, hospitality, 

retail, cultural and transport sectors. 

 

Past events have always made significant investment in the training of volunteers. 

Communication skills, ‘Games Knowledge’ and an enthusiastic and helpful attitude 

appear to be the cornerstone requirements for being a part of a major event 

volunteer workforce. Usually, there are extremely robust recruitment programmes 

and systems in evidence, especially in pre-volunteering activities. 

 

A key learning lesson from future events is the importance of staff retention, rather 

than just staff recruitment in the context of a major event. There are ‘event critical 

occupations’ that require significant investment.  

 

By looking at past and future events, the extent to which foreign language skills will 

be a requirement for 2012 is still not clear.  However, the importance of ensuring that 
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the Games and wider workforce have adequate cultural awareness skills is 

acknowledged. 

 

There appears to be a specialist travelling workforce that moves from one major 

event to another, and this means that they bring with them huge insights and learning 

lessons from past roles at major events to their existing responsibilities.  

 

4.2 Occupational skill needs 

 

Skills and training needs were analysed in detail for 40 occupations and the research 

identifies the key skills, knowledge and attributes required for each occupation.  

There are examples of skills that will need to be enhanced for the 2012 Games and 

‘new skills’ that will be required to deliver a successful visitor experience or meet 

partner expectations.  A key message from the research is that skills are only part of 

the equation. Employer needs and the development needs of occupations also 

encompass knowledge, attributes and experience. 

 

The one particular skill area mentioned by almost all consultees in this project, as 

critical to Games success, is customer service. Given the wide range of existing and 

proposed customer service initiatives, the process of identifying a single standard or 

range of standards that meets ‘all stakeholders’ objectives may be difficult, but is 

absolutely essential in the context of presenting a united and consistent level of 

service to visitors expected before, during and after the Games. 

 

Section 3 described how there are opportunities for: 

 

·  Cross-sector skills and training interventions that will benefit most occupations 

considered in this research.  

·  Selective collaborations between at least two sectors in the consortium on 

certain skill areas.  

·  Filling very distinct skills or knowledge gaps at a sectoral or occupational level, 

unlikely to provide sufficient commonality with other sectors or occupations. 
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Next steps 

 

This research was exploratory in nature and was not intended to recommend 

‘solutions’ to the Skills for Business Network or its partners. It is envisaged that this 

research will be used by the Skills for Business Network and its partners to help 

facilitate the training and development of those working directly and indirectly at the 

London 2012 Olympic Games and Paralympic Games.  Whilst it is hoped that this 

research is utilised by a wide range of stakeholders, a collaborative approach to 

‘solutions’ will be vital to ensure that public resources, time and effort are utilised to 

their maximum potential.   

 



 

77 

5. Annex A – Summary of findings from past and futu re events 

1996 Atlanta Olympic and Paralympic Games  
 
Recruitment and Deployment 
 
A challenge for the Atlanta Committee for the Olympic Games (ACOG) was creating 
a procedure to identify, process, and assign staff, comprised of volunteers, 
contractors, loaned employees as part of sponsorship agreements, and salaried 
employees, into a cohesive team known as the Olympic Games Staff (OGS). 
 
The process began in 1991, and by 1993, most staff were in place. The volunteer 
programme started in 1994 and focused on both specialist and generalist roles. The 
number of people working in contractor positions for cleaning, food and other 
services42 ended up being almost double what was originally anticipated.  
 
An interview undertaken for this project revealed that: 
 
·  There were some difficulties experienced by ‘loaned’ staff who sometimes had 

expectations that could not be met. They were used to working in corporate 
environments with equipment and support to their fingertips which was not always 
the case in a more ‘non-profit, slightly more chaotic environment’. 

·  Volunteers were deployed in many functional areas (roles included bus drivers, 
and medical volunteers on doping duties), across many different venues, and 
also at the Opening ceremony. 

 
Skills and Training 
 
In 1993 a sub-committee of training professionals was established to research the 
requirements for a successful training programme. In 1995 ACOG contracted a local 
firm to help develop training materials. The programme consisted of general 
orientation, venue orientation, leadership and job-specific training.  
 
An interview with one of the original authors of the training materials revealed that: 
 
·  The training materials were designed to benefit Supervisors / Team Leaders and 

Volunteers.  
·  Training topics included: 

 
o Communication skills: Tips to communicate with people mindful of their 

different cultures (e.g. the use of hand gestures); 
o The history of the Olympics; 
o How to dress out properly in the volunteer uniform; 
o Signage; 
o Terminology (e.g. not everyone understood the term ‘venue’); 
o Public transportation information and giving advice to customers; 
o Supervisors received a second information pack with further useful tips for 

managing their teams. 
 

                                                
42 Roles included ticket takers and ushers and 2,000 drivers for the ACOG Transportation Department 
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·  Volunteers received some venue specific information.  This was produced and 
organised by the venue staff and included maps, functional roles and a schedule 
of sporting events.  However, this was “left right up to the wire.” 

·  The training materials were designed on a modular basis, so that a mix of generic 
and job specific training could be achieved.  

2000 Sydney Olympic and Paralympic Games 
 
Recruitment and Deployment 
 
Within the Sydney Organising Committee for the Olympic Games (SOCOG), the 
Volunteer Services Programme defined volunteer needs, jobs, time commitments, 
skills and management requirements.   
 
The Spectator Services Programme was responsible for guiding the recruitment and 
training of approximately 2,000 paid staff, the development of staff shift strategies 
and rosters, liaison with SOCOG volunteer recruitment regarding training of 12,500 
Spectator Services volunteers, and providing staffing support for the Spectator 
Services Venue Team. 
 
Approximately 2,000 contractor staff were needed for Games-time roles and all 
existing venues were approached to source supervisors and team leaders from their 
casual event staff pool.  Contractor staff were also recruited via the Olympic Labour 
Network, a network of recruitment companies established to focus on sourcing paid 
staff for Olympic assignments; 
 
The attrition rate was less than 1% for paid and volunteer staff, indicating a high level 
of motivation and effective training and preparation. 
 
Interviews with a range of senior figures involved in the Games revealed that: 
 
·  It was quite difficult to recruit sufficient, skilled labour from a fairly limited labour 

pool  
·  The Sydney Games was impressive in terms of preparing its workforce, explained 

largely by the fact that they invested heavily in training (more than any other 
Games).  

·  Occupations particularly hard to fill in the run up to the Games included bus 
drivers, and cooks and chefs in tourism and hospitality occupations (both in terms 
of volume and calibre); 

·  Some companies (such as contractors) poached LOC personnel. One particular 
example given was catering managers.  

·  Many employees were from overseas. “Specialists”, who travel to each Games 
worked in occupations include doping control and catering management. 

 
Skills and Training 
 
As has been documented in other reports43, the Sydney Games invested heavily in 
training. This included: 
 

                                                
43 “Employment and skills for the 2012 Games; research and evidence” report by Experian for the LSC and LDA, May 
2006  
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·  A study undertaken 4 years ahead of the Games to assess the demand for skilled 
employees; 

·  A party of government and industry representatives to identify and address 
training needs associated with the Games; 

·  Preparation of the New South Wales Workforce Training Strategy; 
·  Investment of $AUS 15 million in funding allocated to Olympic training provision 

offered to Games workers, volunteers, temporary retail and tourism staff; 
·  Additional training provided by private companies to their employees to prepare 

for increase in demand; 
·  A robust venuisation process.44 
·  “Welcome the World” project – a major customer service training programme 

offered through TAFE NSW (Technical and Further Education New South Wales) 
with specialised training for the retail, hospitality and training industries, with up to 
50,000 places funded by the Department for Education and Training. 

·  55,000 people said to have received employment related training overall45 
 
Interviews with a range of senior figures involved in the Games revealed that: 
 
·  Over one million hours of training were delivered to the 110,000 ‘Gamesforce’ for 

the Sydney 2000 Olympic and Paralympic Games; 
·  A training master plan was developed which included job descriptions, profiles 

and training needs analysis techniques for around 1,000 different occupations; 
·  There were two levels of training: 

o Training for Headquarters staff of the Organising Committee and staff in 
each of the 45 functional areas; 

o Training for the wider industry base and workforce (in New South Wales) 
to maximise the Games opportunities; 

·  The Training Needs Analysis (TNA) for Headquarters staff revealed a number of 
skills gaps resulting in the delivery of 14 one-day courses; 

·  The main skills issues reported for the Functional Area (FA) staff in general in 
relation to conducting meetings with each other.  

·  Training was delivered for businesses in the New South Wales area. The main 
focus was on improving the levels and quality of customer service.  

·  Other tactics employed to raise ‘Games knowledge’ amongst businesses 
included erecting huge television screens in the main footfall areas. ‘Games 
knowledge’ was essential amongst the local industry to help maximise Games-
expenditure opportunities; 

·  Training programmes started around 8-10 months ahead of the Games. One 
issue was, however, the capacity of colleges to deliver such an extensive training 
programme. ‘Train the Trainer’ style programmes were developed so that the 
training could be contextualised for the Game; 

·  One expert interviewed said that 3-4 years lead-time should be allowed for 
devising the training strategy or training master plan for any major sporting event 
such as the Olympic and Paralympic Games. TNA needs to be undertaken in 
agreement with the HR department of the relevant Organising Committee, but 
should also be extended to meet the needs of the wider industry / workforce who 
also play a huge part in ensuring visitors get a good experience. 

                                                
44 The concept of venuisation calls for individuals from the functional areas that would be represented at a venue to 
work together as a team well before the start of the Games.  
45 PricewaterhouseCoopers, Business and Economic Benefits of the Sydney 2000 Olympics: A Collation of Evidence, 
NSW Department of State and Regional Development 
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2002 Manchester Commonwealth Games 
 
Recruitment and Deployment 
 
The overall workforce for Manchester 2002 Ltd was referred to as “Crew 2002”. The 
workforce comprised secondees from Manchester City Council (297 people), direct 
hires [people with events-specific or technical experience]46 (393 people) and 
volunteers. The number of volunteer positions for the Games was approximately 
10,500 by May 200247, filled from a database of around 22,000 people.  
 
Recruitment and deployment preparations and processes included: 
 
·  Testing and verification of the workforce deployment systems at test events; 
·  Extensive Pre-Volunteer and Volunteer Programme; 
·  Formal recruitment and interview processes for all paid staff and volunteers; 
·  A motivation and retention plan was developed to keep attrition to a minimum; 
·  Recruitment from an international pool of qualified and experienced professionals 

for specific events-related posts, specifically the management of functional areas 
and venues; 

·  Reward and recognition plans in place for the Games-time; 
 
Interviews with a range of senior figures involved in the Games revealed that: 
 
·  The Pre-Volunteer Programme (PVP) was successful because of the adopted 

methodology and targeted marketing to the heart of the community.  
·  During Game-time all  individuals (paid, unpaid and volunteers) became ‘one 

integrated workforce’; 
·  There was a low rate of attrition of volunteers during Games-time; 
·  The Volunteer programme was formally launched in May 2001. Volunteers filled 

many different roles in areas such as hospitality, catering, security, retail and 
customer service; 

·  There was an additional need, closer to Games-time, for mass recruitment of 
more drivers (bus and car); 

·  Recruitment was extremely diverse. Skill requirements spanned from 
experienced former managing directors through to general volunteers.  The latter 
providing opportunities for applicants from the PVP.  All received support and 
training and worked alongside each other for the benefit of the Games; 

·  A big problem was managing expectations for those volunteers who applied 
during the recruitment stage to be a part of the Games experience and be 
deployed in their preferred Functional Area; 

·  The pre-requisite skills and attitudes the recruitment team were looking for in 
applicants was the ability to deliver a high level of customer care and ensure a 
high level of prestige.  Individuals were required to act as ambassadors to 
demonstrate civic and national pride on a world stage; 

·  There were issues regarding paid staff for the Games, seconded from 
Manchester City Council. There was a need for a 24/7 mentality, extreme 

                                                
46 This figure included secondments from other organisations such as banks, accountancy firms, consultancies, local 
authorities and government departments (83), New Deal employees (8), The Queen’s baton relay team (24) and 
external consultants (22) 
47 Official post-Games report 
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flexibility and a very fast pace of work required at Games-time, not always suiting 
the work culture of some local authority secondees; 

 
Skills and Training 
 
Training investments were made for these Games in a number of ways including: 
 
·  The Pre Volunteer Programme, a programme developed for those who were 

disadvantaged; 
·  Passport 2002, a programme to engage people in local communities throughout 

the North West; 
·  The Training Programme for the volunteers. This was a huge success and started 

with a spectacular Orientation Evening.  
 
Over 10,000 volunteers received Games-related training. The orientation training 
tactic became a showcase event in its own right, with a professional production 
company being contracted in to deliver a spectacular ‘motivational’ event at the MEN 
Arena for all the volunteers. Information given to volunteers at the orientation event 
concentrated on the key messages e.g. the size of games, which countries were 
participating, an explanation that they were the main people greeting visitors from all 
over the world, and that the volunteers were “the face of the games”. Their job was to 
help create a good impression for Manchester around the world. 
 
In addition to this orientation event, there was venue training organised in conjunction 
with the ‘Functional Areas’. Each group of volunteers went to the venue and received 
health and safety training as well as a main venue tour from the venue manager. 
They were then split into Functional Areas and received tailored training appropriate 
to their designated volunteer role. 
 
Particular skills areas that were weaved into the overall training programme included 
customer care / customer service and cultural skills. 
 
Critical to the programme’s success was the role of the ambassadors, particularly 
leadership and supervisory volunteers who led teams of volunteers. 
 
The main skill required across the volunteer workforce was teamwork and also ‘right 
attitude’. The training materials themselves were very detailed and dealt with 
common sense approaches to a variety of tasks e.g. Accreditation role skills 
included: 

·  Checking accreditation passes; 
·  Attention to detail / thoroughness. 

 
Other skills requirements described by respondents included: 

·  Adaptability – being able to work in different environments / venues / settings 
(e.g. 2 different sports were hosted in GMEX requiring slightly different sets of 
knowledge and procedures) 

·  Supervisory skills – where applicable 
·  Team Leader skills – where applicable 

 
 
One of the respondents involved in the training for this event recommended that at 
least 2 years lead-time be allowed for the development of training materials for a 
major event such as the 2012 Olympic Games and Paralympic Games. “It’s not so 
much the putting together that takes time, but the process of signing them off with 
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partners, and the necessity to keep things / information current.” At M2002 each 
volunteer received a ‘Big Handbook’ (general information provided at the orientation 
event March / April (3 months before the Games); and ready for Games time they 
received a ‘Pocketbook’ which were plastic wallets containing general information 
plus tailored Functional Area information (venues could also insert their own 
information). No volunteers handled money so there was no requirement for that type 
of training. 
 
Some efforts had to be made to enhance the ‘meet and greet’ skills of stewards at 
venues and events for the Games.  With hindsight, it was felt that there should have 
been more training on the appropriate use of communication skills and techniques 
especially between Functional Areas, which could have been built into the training 
programme and materials. 
 
The devolvement of responsibility to volunteers is critical during Games time. They 
need to feel confident in making decisions during the Games, and not have to rely on 
complex management chains or having to ‘go further up’ to get permission to do 
things for spectators etc. 
 
Skills issues prevalent at the time in the wider workforce in Manchester related to a 
need for raising the quality of customer service in the tourism and hospitality 
(especially the hotels) sector and the retail sector. (Please see People 1st chapter) 
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 2004 Athens Olympic and Paralympic Games 
 
No detailed interviews were carried out with people directly involved with the Athens 
Games.  Information in this section is derived from desk research and an interview 
with a contractor who delivered education and training programmes for the Games. 
 
Recruitment and Deployment 
 
Recruitment and deployment preparations and processes included: 

 
·  The Athens 2004 volunteers programme which covered the recruitment, 

retention, selection, training and recognition of 45,000 volunteers; 
·  In 2001 an information campaign was launched, followed by the circulation in 

2002 of the Official Volunteer Application; 
·  Personal selection interviews were undertaken in 2003 with training to equip 

successful applicants with appropriate skills. 
 
Skills and Training 
 
Experian’s report48 includes no specific information about training or skills 
approaches for the Athens Games and the publicly available sources appear very 
limited in this respect too. One interviewee made the following references to the 
Athens Games. 

 
·  The respondent (who was part of the organisation that won the contract to deliver 

the education and training programmes for the Athens Olympic & Paralympic 
Games) provided expertise, technical assistance services, project know how and 
highly skilled personnel; 

·  The contractor provided a Licence and Services to PRC (a management services 
organisation in Greece) and ITG (A Greek subsidiary set up by a public company 
owned by the State of Victoria) for the development of the Master Plans and 
Action Plan for the Athens Games and provided a set of Sydney 2000 games 
curricula on which to build; 

·  As part of the development of the plans, a preliminary Training Needs Analysis 
(TNA) was conducted for the Olympic Games 2004 Authorities and relevant third 
party Management Staff. The TNA took place across all 45 functional areas, and 
included developing training plans for the whole Athens 2004 workforce (including 
paid staff, volunteers and contractors) and delivering over 1,500 training manuals 
and resources in both Greek and English; 

·  Four full time personnel from the contractor’s company were located in Athens to 
complete the works. Support services in relation to preparation of the Sydney 
2000 curriculum and logistics support was provided from the contractor’s main 
country base, and discipline experts were assigned as required throughout the 
course of the programme delivery. 

 
 
 
 
 

                                                
48 “Employment and skills for the 2012 Games; research and evidence” report by Experian for the LSC and LDA, May 
2006  
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2006 Turin Winter Olympic and Paralympic Games 
 
Recruitment and Deployment 
 
There were 1,800 paid staff directly employed by TOROC for Torino 06, and some 
18,000 volunteers. The volunteer programme recruited personnel from more than 64 
nations with Italy contributing 95% of the volunteer workforce.   

 
TOROC decided to separate the HR department from the Volunteers Programme 
owing to differences in the recruiting, selection and training approach between 
volunteering resources and paid staff; and a different strategy and approach to 
managing and retaining paid staff and volunteers. 
�
Recruitment and deployment processes included: 

·  Three recruitment agencies helped with the process of screening and 
interviewing potential TOROC employees.  

·  An information campaign was launched in 2001, followed by the circulation in 
2002 of the Official Volunteer Application; 

·  The management and supervision of the Opening and Closing Ceremonies of 
the Olympic Games involved 6,100 volunteers (4,600 of them assigned to the 
choreography and 1,500 occupied backstage). The creative staff consisted of 
240 people.  
 

Skills and Training 
 
Insights gained through interviews with senior individuals employed by TOROC 
included: 
 
·  Training provided by external contractors / specialists developed apace between 

January and October 2005 for all TOROC paid staff; 
·  The main skills legacy created by Torino 06 was “releasing into the territory 

(region) skills and competencies that were missing before the Games”; 
·  Some 18,000 individuals were trained to fulfil functions across 207 different jobs49 

for Torino 06. 
·  Training was developed in 4 stages: 

o Orientation training (Olympic system, and values, general overview on 
roles, responsibility and organisation); 

o Functional training (job specific skills); 
o Team leader training (policy and procedures and on the job training); 
o Venue training (policy and procedures and on the job training). 

·  All training was developed in the classroom with media support integrated with 
printed material and ready to use Q&As; 

·  The most important skills required by TOROC from volunteers were: People 
skills; Interpersonal skills; Language skills; Interpretation of accreditation skills; 
Listening skills; Giving information skills. 

·  The most important qualities required of volunteers were: Enthusiasm; Self-
motivated; People-oriented; Collaborative. 

                                                
49 Some volunteer job examples across some of the Functional Areas include: ticket rippers, spectator marshals; 
drivers; transport crew; Assistance to the reporters of the Main Press center e.g. information assistants, photography 
assistants; Assistance to the athletes and technical delegations e.g. field of play preparation; IT roles including help 
desk and technical support for video, audio and telecommunication systems 
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 2006 Melbourne Commonwealth Games 
 
Recruitment and Deployment 
 
An estimated 12-15,000 volunteers were trained up and deployed across 400 
different types of roles at over 80 events around Victoria for the 2006 Commonwealth 
Games. This was additional to 1,200 technical officials, 5,000 contractors and 600 
full-time staff50.  
 
Recruitment and deployment preparations and processes included: 
 
·  Applicants were encouraged to send their CV and join the ‘Talent Pool’ enabling 

the matching of applicant skills and experience with Games workforce positions; 
·  Investment of $18.2Aus million to fully fund the Volunteer Program; 
·  Special recruitment activity in respect of encouraging indigenous communities to 

take advantage of employment, training and volunteer opportunities; 
·  During the rostering process volunteers had opportunity to discuss any specific 

religious or cultural requirements. 
 
Interviews with a range of senior figures involved in the Games, including the 
Organising Committee itself, revealed that: 
 
·  The knowledge and understanding of volunteers is critical to the image of the 

Games. Volunteers of such prestigious events generally possess good intellect, 
work experience and abilities and should not be underestimated in what they can 
be taught; 

·  Sports organisations are often under-resourced in their ability to prepare the level 
of management expertise needed to run their aspect of the event.  Upskilling the 
sports involved in the Games can provide legacy beyond the one-off event. 

 
Skills and Training 
 
To ensure volunteers had the necessary skills and information to perform their 
assigned roles effectively, they received both general and specific training.  The 
training period varied for each role but Volunteers were expected to attend multiple 
training sessions requiring a total average commitment of 16 hours.  Most training 
took place between December 2005 and February 2006.  
 
The multi-staged training process included: 
 

·  workforce orientation training (introduction and overview of the Games); 
·  role specific training (covering specific duties and procedures for their 

allocated role);  
·  venue training (covering the layout, functions performed and policies and 

procedures, such as health, safety and emergency specific procedures, at 
their allocated venue);  

·  event leadership (focusing on the skills required to lead and motivate a team 
in the context of a major event). 

 

                                                
50 http://www.melbourne2006.com.au/Getting+Involved/About+the+Games/Facts+and+Figures/ 
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2006 FIFA World Cup in Germany 
 
Recruitment and Deployment 
 
The 2006 FIFA World Cup was the result of a partnership between FIFA, the Local 
Organising Committee (LOC), the German government, the various federal states 
and in particular the 12 Host Cities, Official Partners and Suppliers (sponsors). 32 
countries participated in the event. The LOC’s objective was twofold: to ensure that 
proceedings ran as seamlessly as possible, and to create an atmosphere in which 
visitors from across the world would feel welcome. Over two million overseas visitors 
were also said to have come to Germany for the tournament51. 
 
Interviews with a range of FIFA representatives involved in the World Cup in 
Germany revealed that: 

 
·  The government ran a “Freundlichkeitskampagne” (friendliness campaign) and 

many training sessions took place with a range of businesses and employees 
including people working in hotels, in restaurants, in taxis and shops to ensure 
visitors received a warm welcome.  

·  In a knowledge transfer visit between the LOC for the World Cup in Germany and 
Ghana’s Local Organising Committee of the African Cup of Nations (2008) one of 
the main lessons was the need for capacity building for managing the hospitality 
industry to promote tourism as an integral part of the tournament and as a post-
event legacy. 

·  The Volunteer Programme was officially launched on 18 October 2004. During 3 
application phases a total of 50,000 applications from 168 countries were 
submitted and a total of 17,000 volunteer applicants received a 30-minute 
interview at the LOC venue offices (candidates from abroad were interviewed by 
phone) between June 2005 and January 2006. Ultimately, 13,500 volunteers 
were selected (including reserves). 

·  The training sessions were made up of modules comprising a “Kick-off event” 
where all volunteers from one city came together; a presentation by the local 
team (venue-management); a film about the city, the stadiums and the playing 
teams; basic information about the Volunteer Programme (clothes, food, etc.); 
interviews with famous football players, local personalities; get-togethers after the 
event.  

·  The objectives of the training were to ensure each person had all required basic 
information, that a team spirit was created  

·  In total, over 350 specialist training sessions were held. There was additional 
voluntary training organised as well including language courses and city tours, 
but attendance was voluntary. 

·  The critical success factor, explained one respondent, was the training of the 
venue manager before they are in contact with their volunteers. Many of them 
had never had responsibility for a team before, and so they need skills and 
knowledge in order to manage volunteers.  
 

                                                
51 http://fifaworldcup.yahoo.com/06/en/060707/1/8n4z.html 
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Skills and Training 
 
Initiatives included: 
 
·  Most major stations and city centres had volunteers wearing badges saying "Can 

I help?" in whatever second language they spoke.  
·  In each of the host cities, "Fan Embassies" were set up to greet new arrivals at 

railway stations and at the big screen viewing areas. Approximately 1,000 
volunteers of all ages staffed these embassies in Kaiserslautern. 

·  Teams of volunteers - recruited from across Germany for their language skills - 
handed out maps and advice on anything from where to stay to how to find a 
doctor.  

·  Volunteers received general information about the tournament as well as facts 
regarding various areas of responsibility.  

·  Training was split into two parts. General information for the volunteer job was 
given at the “Kick-Off” events in all twelve FIFA World Cup cities. After that, each 
functional area trained their volunteers according to the requirements of their 
jobs. Training took place in March /April 2006. 

·  After the tournament, volunteer efforts were recognised with a diploma. 
·  The volunteers' pre-tournament training included recognising people's cultural 

differences, so they knew to expect, for example, the openness of Australians 
and the greater reserve of the Japanese.  

·  The tourism board prepared customized packages for taxi companies, hotels, 
airports, stations, restaurants and travel agents to give them tips on how to deal 
with foreigners more impressively. The kits sold for 39 euros each and included 
stickers and posters that would designate that particular company as one trained 
in World Cup hospitality. 

·  For the first time before a final phase, 46 referees were put through a FIFA-
organised training and preparation programme, which began in February 2005. At 
the end of the programme, the 23 best referees were selected for the 2006 FIFA 
World Cup.  
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 2008 Liverpool European Capital of Culture 
 
Recruitment and Deployment 
 
The event is being organised by the Liverpool Culture Company52, whose own 
workforce has grown from 3 staff in 2004 to 140 in January 2007. One senior 
representative commented that the event needed: 
 

·  A highly skilled Events Team; 
·  Exceptional front-line staff skills with the option to bolt on essential 

qualifications should individuals not hold them e.g. NEBOSH53, crowd 
management skills etc; 

·  A workforce that is highly self-motivated; 
·  To make each person feel valued e.g. meeting the Chief Executive face to 

face on their first day, an induction and a staff development manual; 
·  Distinct and clear management; 
·  Competitive salaries and conditions for ‘key staff’ that need to be retained 

throughout the event. The two main things identified to retain staff in this 
scenario were 1) money 2) promise of another job straight after the main 
event is finished. 

·  Liverpool Culture Company is paying 10-15% above ‘normal’ salary rates for 
critical positions. 

 
Skills and Training 
 
An enormous emphasis is being placed on skills and training by the Liverpool Culture 
Company (LCC), not only to benefit the 2008 celebration year, but before and 
afterwards as well. Known as the “08 Welcome Programme” LCC aims to make 
Liverpool (and Merseyside) the most welcoming destination in Europe by 2008. The 
programme also aims to maximise the potential for engaging residents through the 
08 Volunteering programme. Finally, there are also increasing links with partners in 
the City around improving employment opportunities, especially from hard to reach 
groups and people currently not involved in work.  
 
The key features of the 08 Welcome Programme are: 
 
·  A Volunteer programme to engage and involve local citizens in presenting a 

welcoming face to the City and at key events, and also to use volunteering as a 
way to build skills and confidence on the part of some previously excluded 
groups; 

·  Improved and more joined up training for key front line staff in the tourist, retail 
and transport sectors, with a particular focus on the opportunities Liverpool’s 
place in the spotlight will bring, and the positive impact that each and every 
member of staff can play. Also included in this is improved coordination and focus 
of existing training provision – for example links to Welcome Host and Train to 
Gain; 

                                                
52 We would encourage readers to visit Liverpool Culture Company’s website to view their current Delivery Plan 
outlining their vision for 2008 and beyond, or read the Liverpool Culture Company's Strategic Business Plan 2005-
2009, both available on our downloads section. 
53 The National Examination Board in Occupational Safety & Health (NEBOSH) is the UK’s leading awarding body in 
occupational safety and health�  



 

89 

·  A specifically designed free Customer Service programme, which businesses can 
sign up to, and which is administered centrally by the Liverpool Culture Company. 
Participating businesses receive a free customer feedback report, with scores 
against core business activity, comments and suggestions, and comparisons with 
other businesses in the same sector. They also receive display material and 
information about support and improvement programmes – such as training. In 
turn we receive data and comments which enables us to gauge customer 
perceptions about strengths and weaknesses of our customer service offer right 
across the City; 

·  Partnerships with a range of organisations including Transport, Police, Tourism 
and Regeneration, as well as front line Customer Service businesses. 

 
This major event is not like an Olympic or Paralympic Games, because this is a year-
long celebration of culture. Emphasis has therefore been on upskilling front line staff 
across the city particularly in retail, tourism, hospitality and transport as well as other 
target groups in the hope of leaving a lasting legacy for local industry. The types of 
skills, knowledge and qualities LCC is trying to help embed amongst the workforce 
include: 
 

o Product / city knowledge; 
o Providing a good first impression; 
o Being welcoming; 
o Providing a positive message to visitors about the city 
o An understanding of what European Capital of Culture is all about; 
o Consistent service levels; 
o Understanding the customer’s point of view. 

 
During their initial workforce training and skills analyses, LCC identified the following 
skill gaps: 
 

o Quality of city / product knowledge; 
o Communication skills / behaviour in respect of visitors; 
o Language skills (recent survey completed with the Regional Language 

Network). 
 
Training for front-line staff comprises an initial free workshop called “Customer 
Service in the Capital of Culture ”, which acts as an initial point of contact designed 
to be easy for employers and employees to get involved. If that experience is 
successful for the employer / employee, partnerships and referral systems are in 
place so that the individual can progress on to other learning or take advantage of 
other programmes such as Welcome to Excellence or Train to Gain opportunities.  
 
The workshop for front line staff makes a clear link between personal knowledge and 
behaviour, and the perception of ‘welcome.’ In particular, it empowers front line staff 
to make a real and personal difference and demonstrates a clear connection 
between their work, and the long term prospects for their industry. 
 
The training programme has been developed in partnership with the City’s Academy 
of Excellence, making use of existing funding. Academy staff are able to deliver 
some free training sessions. 08 Welcome staff also deliver some sessions, especially 
to volunteers. LCC also undertook a procurement exercise via 08businessconnect to 
enable four private providers to deliver training on LCC’s behalf, giving them extra 
capacity to meet demand. The Academy model also enables LCC to train trainers in 
other organisations to deliver the programme. This has worked especially well for 
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Merseytravel, who have already delivered to over 700 staff, and for Merseyside 
Police who are incorporating it into their training for the Gold Zone Police. 
 
Take up levels have been very encouraging during 2006. Take-up of the training offer 
does differ amongst each of these audiences: 

 
o Hotels;  
o Bars and Restaurants; 
o Retail; 
o Attractions; 
o Transport (Merseytravel); 
o Taxis; 
o Airport (John Lennon); 
o Police; 
o Rail. 
 

Where there have been any issues or challenges it has tended to be in engaging taxi 
drivers, owing to them being largely self-employed operators with shifting rotas. Also, 
LCC reports that nightclubs and some bars have tended to be a little sceptical about 
the programme compared to other types of employer who have embraced the 
opportunity. Solutions have included: 
 

o Taxis: 08 Welcome have agreed with Merseytravel (who issue the taxi 
licenses to taxis) that all drivers must attend an 08 Welcome workshop to 
get their new licence in future. 

 
The main learning point is to keep the training offer very simple, easy to access and 
delivered in a half-day format at the workplace or in unusual venues. 
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2008 Beijing Olympic and Paralympic Games  
 

Recruitment and Deployment 
 
The Beijing Organising Committee for the Olympic Games (BOCOG) was 
established in December 2001, five months after Beijing won the right to host the 
2008 Games. The Committee currently consists of 22 departments looking after 
everything from venue planning to environmental management. 
 
In terms of the wider workforce, estimates suggest that there will be: 

·  4,000 staff directly employed by BOCOG by Games time (currently there are 
1,000 staff as at January 2007); 

·  100,000 volunteers; 
·  4,000 ITOs (International Technical Officials) / NTOs (National Technical 

Officials); 
·  110,000 contractors. 

 
Skills and Training 
 
A set of 13 books for Olympic training called “Olympic Reader” have been compiled 
by BOCOG, which are being distributed to all BOCOG staff as well as 100,000 
Olympic volunteers, millions of primary, secondary and university students, and 
employees in various service sectors in Beijing. Seven books from the series had 
already been published by November 2006. The books include a reader for BOCOG 
staff, for volunteers, for employees in the service sector, for general Beijing residents, 
and for students at different levels. They also include a reader on Paralympic 
knowledge, a guide for spectators and a handbook of oral English. 
 
In a public press release the deputy head of the Beijing Olympic Training Co-
ordination Team said that: "The books are the fundamental materials for our Olympic 
training. It is the first time that BOCOG has officially compiled textbooks for Olympic 
training, and we are trying to make the Olympic Reader a practical and readable 
reference not only for BOCOG staff but also for the general public. For instance, the 
Olympic Reader of Oral English has two volumes primary and advanced. They 
include useful words about the Olympics, about sports matches and about daily 
communications. So the readers can learn how to chat with foreign visitors not only 
about general topics, but also specific sports issues." The Olympic books, which 
were prepared by more than 200 experts and professors over the course of a year, 
are part of the overall Olympic training programme put together by BOCOG and 
government agencies.  
 
Olympic training is being divided into three levels by BOCOG: 
 
·  The first level targets Olympic staff including BOCOG employees, volunteers, 

national technical officials and Olympic contractors, whose number is estimated 
at around 200,000;  

 
·  The second level includes nearly 1 million people engaged in various service 

sectors such as public transport, healthcare, catering, tourism and retail (most 
relevant to this research project); 

 
·  The third level is the largest and involves all of Beijing's general residents. The 3 

million students in primary and secondary schools and universities, as well as the 
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3.7 million people from outside Beijing, are the major targets of this level of 
training. 

 
Olympic Reader is an important step in general-purpose training, which is aimed at 
promoting Olympic awareness and etiquette among the public. BOCOG will team up 
with government departments to work out related teaching plans based on the books.  
 
Apart from general-purpose training, BOCOG is also responsible for specialized 
vocational training, field training at sports venues and training in rules and regulations 
for 200+ different job posts at sports venues. BOCOG has arranged 17 training 
sessions for nearly 1,000 people who will take up a job at BOCOG, and the 
committee has carried out 200 specialised training programmes since 2002. Nearly 
100 BOCOG officials have been sent to different cities where large-scale sporting 
events were held such as Athens, Turin and Melbourne. 
 
More than 50 BOCOG officials have taken three-month off-the-job English training 
sessions. Nearly 70 other BOCOG officials have received free advanced English-
Chinese translation training from senior language experts from the Ministry of 
Foreign Affairs. BOCOG itself has also launched on-the-job English training 
programmes for its staff. In addition. 2,000 National Technical Officials (NTOs) have 
received training provided by BOCOG.  
 
There has been major foreign language training investment in preparation for the 
Games, including formal training and a ‘Foreign Languages Week’ and ‘Foreign 
Languages Festival’ established over recent years. 60,000 government employees 
have so far received training in foreign languages (primarily English) in sub-sectors 
including transportation, tourism, guides, sales occupations and taxi drivers. 
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2010 Vancouver Winter Olympic and Paralympic Games 
 

Recruitment and Deployment 
 
VANOC is the Vancouver Organising Committee for the 2010 Olympic and 
Paralympic Winter Games. VANOC have an Executive Vice President –Human 
Resources, Sustainability and International Client Services whose responsibilities 
include “….everything that has to do with people, relationships, and lasting legacy”. 
Specifically, this includes hiring the 1,200 paid employees and some 25,000 
volunteers that will eventually work for the Vancouver 2010 Olympic and Paralympic 
Winter Games. She also oversees the official languages portfolio – a key element in 
VANOC’s vision of building a stronger Canada by celebrating its duality of languages 
– as well as language services, the department responsible for all translation and 
interpretation needs.  
 
At time of writing this report (January 2007), VANOC is recruiting online for a variety 
of posts including: 
 

·  Director of Workforce Operations;  
·  Director of Workforce Planning. 

 
A review of their job descriptions suggests that key activities will include: 
 

·  The development of a Workforce Operations Operational Manual and its 
implementation; 

·  Motivation of the volunteer team; 
·  Training, retention and recognition of the Workforce; 
·  Identification and co-ordination of levels of service across VANOC functions; 
·  Leadership to the Workforce Operations team; 
·  Optimization of VANOC’s Workforce Program; 
·  Scheduling and assignment processes to ensure timely and accurate delivery 

of the Workforce; 
·  Fiscal and headcount management of the Workforce Staffing Plan; 
·  Work with Functional Areas to manage their Workforce Staffing plans, 

including developing an effective redeployment strategy for internal resources 
at Games time; 

·  Management of a competitive compensation program that supports retention; 
·  Manage information flow from all Workforce departments to the central 

Integrated Planning team. 
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Research suggests there are 7 ‘top potential’ occupational gaps and some 
occupations are on what is known as “The Watch List” including: 

 
·  Managers in Food Service and Accommodation; 
·  Managers in Retail Trade;  
·  Motor Vehicle and Transit Drivers;  
·  Creative and Performing Artists;  
·  Chefs and Cooks;  
·  Occupations in Food and Beverage Service;  
·  Athletes, Coaches, Referees and Related Occupations.   

 
Many industries are already experiencing difficulties recruiting and retaining sufficient 
numbers of entry-level workers. Increased demand from the Olympics and the other 
major projects is likely to exacerbate the challenges. Industries such as retail and 
food services have identified the need to improve the image of their industries and 
develop “career paths” that will attract new entrants.  Managers and supervisors will 
be in high demand across these sectors, with other growth areas being in a 
combination of higher skill level (e.g. chefs & cooks) and lower skilled jobs (e.g. food 
counter attendants, cashiers, trades helpers).  
 
Interviews with representatives from Tourism British Columbia revealed that: 

 
·  Regardless of the 2010 Games there are already labour shortages in the 

hospitality sector. One issue they have is that many restaurants are not opening 
full hours because they cannot find sufficient (skilled) people to work in the 
sector.  

·  Tourism British Columbia (TBC) have been involved in setting up two centres of 
excellence for tourism training which may help provide good quality labour for the 
Games, however, 70% of students coming out with hospitality, leisure, travel or 
tourism degrees, do not get a job in the industry. An initiative has been 
established to persuade people that tourism offers careers not just stop-gap jobs 
(www.go2hr.ca) 

·  In relation to the Games, specifically, other sources of labour are being 
considered to ensure sufficient workforce including the Aboriginal workforce; and 
students in colleges. 

·  Occupations expected to be especially hard to fill in the run up to the Games are 
Supervisors in the hospitality sector and food and beverage staff  

·  Colleges cannot currently produce sufficient volume of skilled students for 
hospitality to keep up with the industry’s annual attrition so there is a constant 
challenge to ensure enough people to work in the industry. 

 
Skills and Training 
 
Interviews undertaken for this project were somewhat skewed towards tourism 
destination management and customer service related programmes for Vancouver 
2010. Key findings include: 
 
·  There will be the creation of new training programmes linked to the long-

established Superhost54 training portfolio for the 2010 Games, not only for front-

                                                
54 SuperHost was first introduced in 1985 to prepare British Columbia’s tourism workforce to host the world at Expo 
86. Since then, over 550,000 British Columbians have participated in SuperHost training. Tourism agencies in 
England, Wales, Scotland, New Zealand, Australia, Alaska, Bermuda, Puerto Rico, Ontario, Northwest Territories,  
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line staff in traditional hospitality establishments, but also in sports venues 
involved with the Games; 

·  Specific initiatives aimed at supporting the industry in readiness for the 2012 
Games include activities with “Mom and Pop” / “Husband and Wife” style 
business training support; and encouraging as many people from the industry as 
possible to take part in training activities ahead of the Games, likely to be from 
2009 onwards for front-line staff; 

·  The experiences of using Superhost to help train up 14,000 volunteers at the 
Commonwealth Games in Victoria in 1994, and 20,000 volunteers at the Calgary 
Games will significantly underpin any specific programmes put in place for 2010; 

·  There is the general feeling that there will easily be a sufficient number of 
volunteers coming forward, with over 100,000 people already having registered 
their interest in volunteering.  

·  The main opportunities for Vancouver 2010 revolve around the fact that the 
Winter Games are in their off-season (except for Whistler which is still in-season). 
The main activities currently for 2010 include putting in place a robust 
accommodation management plan, ensuring that there are not only 25,000 
volunteers for the Games but a similar number for visitor servicing as well. TBC’s 
objective is to ensure that that there is a customer services orientation training 
module in place for these people as part of the wider visitor servicing objectives 
surrounding the 2010 Games; 

·  TBC are looking for ‘common collateral’ in respect of putting in place training that 
cuts across a range of sectors focused on visitor experience. Superhost will be 
the foundation upon which anything is built regards customer service training; 
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2010 FIFA World Cup in South Africa 
 

Recruitment and Deployment 
 
In terms of responsibility for tournament-related recruitment most of the key 
organisations will be situated in a central location – SAFA House - from 2007. This 
sees the South African Football Association taking up residence in its new 
headquarters in Soweto alongside the Local Organising Committee, the FIFA South 
Africa office and the FIFA ticketing and accommodation entity MATCH. 
 
An interview undertaken for this project with a senior FIFA South Africa Office 
representative confirmed that as at February 2007: 
 
·  The Area Office staff will reach approximately 20 personnel by 2010. 
·  The Local Organising Committee (LOC) already employs 30-40 personnel, and 

this is expected to increase to around 100 by the end of 2007, 200 by the end of 
2008 and a maximum of 400-500 by June 2010 when the Tournament begins. 

·  The LOC already has someone responsible for Human Resources, who will 
oversee recruitment and deployment issues for paid staff.  

·  MATCH is the contractor responsible for ticketing, accommodation and IT. They 
are expected to draw on the expertise and skills of around 125 staff once the 
service is fully agreed for the tournament. 

·  It is expected that there will be a requirement for between 9,000 and 10,000 
volunteers. 

  
Skills and Training 
 
The FIFA representative suggested this research might be a little premature for 
seeking out specific skills and training programme information as the LOC was not at 
this stage quite yet, but that later in 2007 information would be more relevant to 
obtain.  
 
His own personal view was that there was already great interest amongst South 
Africans to be a part of the tournament, and to become volunteers. He also felt that 
the country has great experience already of staging international sporting events, and 
that overall he anticipated the skills and training requirements to be met locally, 
although there might be a requirement to shift the culture slightly in subtle ways e.g. 
arrangements for car parking and venues has sometimes in the past been a little ad 
hoc, so there may be a need for some more formalised structures and processes to 
be put in place to improve these sorts of situations. 
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2011 World Skills 2011 (London) 
 

General Context 
 
WorldSkills is a not for profit membership association open to agencies or bodies, 
which have a responsibility for promoting vocational education and training in their 
respective countries/regions. WorldSkills is the largest event of its type in the world. 
Held every two years, the Competition brings hundreds of young people from across 
the globe to compete in a wide range of skill areas. Over four days and 22 hours of 
competition, these young people test themselves against demanding world-class 
standards vying for the ultimate prizes of gold, silver and bronze medals. The scale 
of the event is unrivalled with more than 1,000 competitors competing in 40+ skill 
areas ranging from engineering to IT, from auto body repair to beauty therapy and 
from carpentry to cooking. WorldSkills is being hosted by Japan (Shizuoka) in 2007, 
Canada (Calgary) in 2009 and the UK (London) in 2011.  
 
Recruitment and Deployment 
 
UK Skills has a workforce of 23 staff and has responsibilities as follows: 

·  Running and managing the National Training Awards (annual); 
·  Running and managing Skills Competitions in the UK every year; 
·  Selecting and training the UK’s World Skills Team; 
·  Leading on World Skills 2011 (delivery of the event). 

 
UK Skills is leading on the delivery of WorldSkills 2011 and is working closely with 
Japanese organisers (2007 World Skills hosts) and Canadian organisers (2009 
World Skills hosts) to share and learn from each other. 
 
The main recruitment needs for World Skills 2011 from a UK perspective are twofold: 

 
·  Recruitment of the actual skills competitors (young people aged 18-22) to 

represent the UK in each of the 40-50 expected skills competitions and 
demonstration events taking place at ExCel; 

·  Recruitment of (unpaid) ‘Training Managers’ also known as “Experts” who 
work with the candidates (skills competitors) to prepare them for the 
competitions - a bit like the parallel of an athlete and his / her coach preparing 
for the Olympics or Paralympics. 

 
Recruitment of Training Managers is quite difficult because it’s a big commitment and 
they are unpaid roles. UK Skills relies on the willingness of individuals (that are part 
of Lifelong Learning UK’s wider footprint) such as college lecturers, trainers in 
industry etc who have the skills and experience to help prepare UK’s WorldSkills 
candidates.  
 
 

 
Skills and Training 
 
UK Skills is already working with a Network of Sector Skills Councils who feed in 
ideas and suggestions for WorldSkills 2011. All organisations have the opportunity to 
discuss existing and potentially new about Skills Competitions and to share 
intelligence about workforce needs, skills gaps and shortages as appropriate. 
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The Skills Competitions themselves are usually decided about 2 years ahead of the 
main event – so in the UK this means a schedule of Skills Competitions being in 
place and known to the organisers by October 2009 ready for October 2011. 
 
There will be 50+ potential competitions to run and manage, and this may include 
some new ideas including one that should be well supported by our consortium and 
its employers – customer service. UK Skills is working with People 1st and other 
employers to look at this idea more closely and there will need to be some 
investment of time and money to make the idea a reality, but it’s definitely being 
considered as something brand new for 2011. 
 
The main opportunities and linkages between World Skills 2011 and the 2012 
Olympic and Paralympic Games are: 

 
·  It also provides an opportunity to showcase the many skills needed to prepare 

a city and its games venues - from construction to tourism, from engineering 
to hospitality; 

·  Showcasing UK and London and leaving a lasting legacy beyond 2011; 
·  The unique opportunity to link world class achievement in skills with world 

class performance in sport - to get young people interested and excited about 
vocational skills through a medium they understand; 

·  Increasing the profile of vocational education and relevance of highly skilled 
individuals and applied skills on an global stage; 

·  Harnessing media interest; 
·  Benefits to the medal winners themselves – hopefully opportunity to see the 

Games as part of their reward and recognition; 
·  Potentially improved employment opportunities for the competitors; 
·  Employers benefit from having employees who are “world class” / world 

champions 
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6. Annex B – Contact Details 

Further information about this project and more detailed findings can be obtained 

from the relevant Sector Skills Council (see below).  Please contact People1st for 

general information about the project. 

 

Sector Skills 

Council 

Coverage Contact 

number 

Website 

People1st Hospitality, leisure, travel 

and tourism 

01895 817026 www.people1st.co.uk 

GoSkills Passenger Transport 0121 635 5520 www.goskills.org 

SkillsActive Sport and Active 

Learning 

020 7634 2000 www.skillsactive.com 

Skillsmart Retail Retail 020 7399 3450 www.skillsmartretail.com 

Creative and 

Cultural Skills 

Creative and cultural 

industries 

020 7015 1800 www.ccskills.org.uk 

Lifelong Learning 

UK 

Employers who deliver 
and/or support the 
delivery of lifelong 
learning 

0870 757 7890 www.lifelonglearninguk.org 

 

Sector Skills 

Development 

Agency 

 01709 765444 www.ssda.org.uk/ 

 

The Skills for Business network is made up of 25 Sector Skills Councils (SSCs) - 

each one is an employer-led, independent organisation.  The Sector Skills 

Development Agency (SSDA) underpins the network and is responsible for funding, 

supporting and monitoring the SSCs.  
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Annex C 

 

Representatives from the following organisations we re interviewed as part of 
this research 
 

 
·  ADECCO UK  
·  BOCOG (Beijing Organising Committee for the Olympic Games, 2008) 
·  Department for Culture Media and Sport 
·  Department of Education and Training New South Wales, Australia  
·  Department of State and Regional Development, New South Wales, 

Australia 
·  FIFA 
·  FIFA Local Organising Committee (Germany 2006) 
·  FIFA South Africa Area Office (World Cup 2010) 
·  German Football Federation  
·  Hamburg University  
·  International Olympic Committee 
·  International Olympic Committee 
·  Jobcentre Plus 
·  Learning and Skills Council 
·  LegaciesNow 2010 (Canada) 
·  Liverpool Culture Company 
·  Liverpool Culture Company 
·  LOCOG (Culture, Ceremonies and Education) 
·  LOCOG (Human Resources) 
·  London Development Agency 
·  Manchester City Council (Legacy) 
·  PVP Programme  
·  Rechtman Deeley Communications for the 1996 Atlanta Olympic and 

Paralympic Games 
·  Secretary of State for Culture, Media and Sport 
·  Sport Knowledge Australia (also previously Chief Executive of the 

Organising Committee for the 2006 Melbourne Commonwealth Games) 
·  TAFE Global  
·  Tourism British Columbia, Canada  
·  Tourism British Columbia, Canada  
·  Turin Winter Olympic and Paralympic Games 2006 
·  VisitBritain 
·  WorldSkills 2011 
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