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The recruitment process in the Leisure, Travel and Tourism Industry

FACTFILE:
GCSE LEISURE, TRAVEL  
AND TOURISM
Unit 3
WORKING IN THE LEISURE, TRAVEL AND TOURISM INDUSTRY

Learning Outcomes

Students should be able to: 
• demonstrate knowledge and understanding of how the industry recruits employees;
• demonstrate knowledge of the purpose of the induction process; and
• demonstrate knowledge of the induction process.
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Recruitment in the Leisure, Travel and Tourism Industry
Recruitment is the process by which companies find new employees. Recruiting staff is an important task for 
any leisure, travel and tourism organisation irrespective of its size. The organisation must fill all job roles to 
ensure that it runs smoothly and delivers what its customers expect. It is also critical that the organisation 
recruits carefully and appoints the right people to the right jobs. 

Fig 1: Application for Employment

Image © Magnetic-Mcc | Getty Images/iStockphoto/Thinkstock

Legal Requirements
When an organisation decides to recruit new staff members it must ensure that it complies with all 
aspects of employment law. There are five main pieces of legislation, all of which aim to ensure equality of 
opportunity, that must be adhered to in the recruitment process.

(i) Equal Pay Act (1970)
   This Act promotes equal opportunity between men and women and aims to end unfair discrimination  
   in conditions of service including pay. There are several factors that must be considered when comparing  
   pay, these include length of service, educational attainment and regional differences such as a  
   weighting for workers who are based in London.

(ii) Sex Discrimination Act (1975)
   This Act complements the Equal Pay Act by focusing on the equality of opportunity between men and  
   women across a wider range of areas including selection, training and promotion. Some degree of  
   positive discrimination is allowed, for example by favouring women in jobs where they are significantly  
   under-represented. Therefore, it can be legal to state ‘applications from suitably qualified women are  
   particularly welcome’.

(iii) Race Relations Act (1976)
   This law addresses both direct and indirect discrimination. Direct discrimination occurs when an  
   employee is treated unfavourably because of their ethnic background or nationality. Indirect  
   discrimination is often unintentional. It occurs when a stipulation disadvantages some candidates;  
   e.g., an employer might stipulate a UK based qualification that would disadvantage anyone who had not  
   studied in the UK. However, the Race Relations Act allows positive discrimination when recruiting  
   someone to provide personal services to members of a particular racial community. Thus, for example, a  
   leisure, travel and tourism organisation located in Wales could stipulate ‘must be Welsh-speaker’.
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(iv) Disability Discrimination Act (1995)
   This Act protects those with disabilities from discrimination. The emphasis is on the ability of someone  
   with a disability to carry out the routine activities associated with the job.

(v) Working Time Regulations (1998)
   These regulations restrict the number of hours that an employee can be contracted to work, to a  
   maximum of 48 hours within each seven-day period, including overtime. The responsibility lies with  
   the employer to ensure that staff take adequate rest breaks and receive an appropriate annual leave  
   entitlement.

The Job Description
A job description is a written document that sets out:
• the overall objectives of the job;
•  the main activities or duties involved; and
•  the responsibilities and reporting relationships involved.

The job description gives potential applicants information about what the job involves and the type of 
person the organisation is looking for. The job description may also include information relating to the 
training and professional development opportunities associated with the post together with the terms and 
conditions of the job, such as pay and other benefits.  

A job description generally includes:
• Job Title; 
•  Where the job is based if applicable (Business Unit, location, e.g. city centre); 
•  Summary of the job purpose; 
•  Position reports to (Line Manager title, location); 
•  Key responsibilities and accountabilities (or duties); 
•  Scope and scale indicators (the areas to which responsibilities extend and the scale of responsibilities – 

staff, customers, products, equipment, premises, etc); and 
•  Start date and other relevant internal information where appropriate.
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A busy, city centre hotel is currently seeking applications from suitable experienced candidates for the 
following post: 

Job Title: Restaurant Waiter

Job Type: Full-time, permanent

Working hours: 35 hours per week; the role will involve working shifts: days, evenings and weekends.

Key duties will include:
• Preparing and setting up food and beverage areas for service; ensuring that table set-ups and guest 

areas are maintained in a clean and tidy manner in line with hotel standards
• Greeting guests, taking orders and serving food and drink.
• Offering menu recommendations upon request and upselling additional products when appropriate.
• Ensuring all equipment and materials are used in the correct manner and any problems are reported 

immediately.
• Receiving payment for food and beverages.
• Responding to complaints and finding the appropriate solution.
• Complying fully with all health, safety, hygiene and licensing policies and procedures including 

HACCP principles.

Essential Requirements:

• Educated to GCSE Level standard with minimum GCSE Grade C passes in English and Maths or 
equivalent.

• Ability to work under pressure within a team.
• High standards of attention to detail.
• Excellent verbal communication skills and basic numeracy skills.
• A professional and well-groomed appearance.

Desirable Requirements:
• Previous experience of serving restaurant style food, and/or weddings, functions, conference and 

banqueting duties.
• Relevant Hospitality qualification.

In return you will get:
• Excellent staff training and development opportunities
• Special accommodation rates here and at our other properties
• New uniform
• Staff meals while on duty
• 21 days annual leave plus 8 statutory days

Fig 2: A typical job description

Learning Activity   
Study Fig. 2 which shows a job description for the post of Waiter at a busy city centre hotel.

Compare this job description with the bulleted list showing what is generally included in a job description. 
What additional information would you require before deciding to apply for this post? 
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In some cases job descriptions are very detailed documents. Study Fig. 3 that shows a job description for the 
post of Leisure Assistant.
 
Learning Activity

• Does the job require any physical activity?
• What type and level of qualifications are needed for this post?
• What special occupational experience or training required for this job?
• Does the applicant need to demonstrate skills in team work or customer service?

Health Club Casual Leisure Assistants

Reporting to the Assistant Health Club Manager 

Unspecified hours per week (to include weekends)

Starting Salary: £9.50 per hour

We are one of London’s premier private members’ multisport clubs, offering a wide range of sports 
including golf, tennis, Health Club, squash and a full catering provision, delivered to the highest 
standards. We also offer Members and their Guests a programme of social events, sports competitions 
and coaching. Significant investment is being made to enhance the standards across the club with the 
goal of achieving excellence in all areas. The Club has 5100 members (3700 adults and 1400 juniors).

Job purpose:
The Health Club is looking for lifeguards to work an unspecified amount of hours per week, working 
various shifts to include weekends and bank holidays.

The position of a Leisure Assistant is an area where we have the opportunity to deliver great service 
and as such the individual in this position must be professional at all times; have limitless enthusiasm; 
be flexible; willing to embrace change and challenges; and have a commitment to deliver excellent 
service to the membership. This person will take pride in their place of work and always look at how the 
delivery of that service to members can be improved within that environment. They will assist in the 
efficient and effective daily running of the facility.   

Key responsibilities:
• Deliver a friendly welcome for all members and their guests upon entering the Health Club.
• Ensure the procedure for the entry of members and their guests is carried out in a professional, 

efficient and courteous manner and log every member and guest in the correct way.
• Deal with enquires and take bookings and payments from members in person or over the phone.
• Assist all members who have queries complaints or require information, in a polite, friendly and 

helpful manner.
• Lifeguard the pool/s when required to do so, or when asked by the Health Club Manager or Duty 

Manager on shift.
• Assist and supervise members and their guests in their use of the facilities, ensuring their safety and 

wellbeing at all times.
• Be presentable at all times whilst at work with a clean and tidy issued uniform with name badge on 

display. Footwear must be either trainers or flip flops.
• Ensure members, guests and staff, observe club rules and enforce them where necessary.
•  Follow all other procedures that may be arranged so that the facility operates in a safe and 

functionally efficient manner.
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Fig 3: A detailed job description for the post of Leisure Assistant

•  Perform reasonable duties as specified by the Health Club Manager, Health Club Assistant Manager, 
Health Club Duty Managers, Chief Executive or member of the clubs senior management team.

•  Maintain a clean working environment in reception and back office area.
•  Ensure daily checklist and emergency reference file forms are filled out in a timely manner.
•  Carry out and record water quality tests to monitor bathing conditions and to report to Duty Manager 

when these do not fall within set parameters.
•  Monitor the delivery and collection of clean and used towels, in relation to the stock audit.
•  Monitor retail stock levels twice daily.
•  Maintain NPLQ qualification and attend and record monthly training sessions.
•  Clock in and out via hand reader and have clear understanding of lateness disciplinary procedure.
•  Supervise junior members of staff and look to develop their skills by coaching and mentoring when 

appropriate.
•  Understand and implement the One Team Practices daily.
•  Ensure Health Club notices are current and within date.
•  Ensure all cashing ups are correct - shortfalls should be answered for.
•  Ensure timetables and leaflets are fully stocked at reception desk.
•  Undertake administration tasks as necessary.
•  Set up and dismantle equipment as determined by the programme, in a proper and safe manner.
•  Carry out regular routine inspections of pool area in order to ensure satisfactory operation and 

maintenance of safety standards.
•  Adhere to all regulations and legislation relating to working with children.
•  Administer first aid where suitably qualified, in accordance with Company procedures.
•  Undertake poolside duties ensuring the safety of the public and colleagues at all times.
•  Participate in the organisation, supervision and promotion of activities, achieving maximum usage 

levels for all sessions.
•  Undertake any specific tasks relating to new initiatives, special events and special customer needs.
•  Comply with all operating procedures of the Company.
•  Assist members with regard to lost property, use of equipment and provide general information 

regarding the facility. 
•  To maintain a professional attitude towards work and ensure operational procedures are adhered to 

at all times.

While full training will be given, the ideal candidate will possess the following qualifications and 
competencies:
•  Must be NPLQ Qualified.
•  Trustworthy and reliable.
•  Experience of Life Guarding ideally in a similar environment.
•  Experience in using booking management software is desirable but not essential.
•  Ability to use your own initiative.
• Excellent customer care skills including respecting internal and external customers.
• Good knowledge of database and cashing up management.
• Excellent attention to detail.
• Smart appearance.
• Strong team player and good communicator.
• Excellent timekeeping.
• Benefits include: uniform and meals while on duty.
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Learning Activity: Individual Study
Like any job it is important that you are suitably qualified and skilled to get your dream of a career in the 
leisure, travel and tourism industry. Visit some of the websites listed on page 10 to help you explore the 
range of experiences, qualifications and skills that the industry requires such as team work, communication 
skills, good time management, good organisational and people skills, or empathy.

Study the Career Map on the ‘Careers That Move’ website (www.careersthatmove.co.uk) which is also 
available from the Hospitality Guild website (http://www.hospitalityguild.co.uk/career-map). You may be able 
to identify the typical salary for your ideal job as well as the typical working hours and conditions. Identify 
the type and range of qualifications required to obtain employment such as academic and vocational 
qualifications, ICT qualifications, first aid certificate and job specific qualifications such as a lifesaving 
certificate or Blue Badge Tour Guiding.

Fig 4: The Career Ladder: what steps might you 
have to take to you reach your chosen career?  
Image © TarikVision | Getty Images/iStockphoto/Thinkstock

www.careersthatmove.co.uk
http://www.hospitalityguild.co.uk/career-map
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The Job Interview
An individual interview is the most commonly used selection 
method in the leisure, travel and tourism industry. 

Selection is the process by which an organisation chooses the  
best candidate from a pool of applicants to fill a specific job  
role. The interview normally involves a face-to-face discussion  
between the interviewee and an interview panel. The use of  
an interview panel is a fairer approach than using a single  
interviewer as it reduces the potential for interviewer bias  
towards or against a particular candidate.

The role of the interview panel is to ensure that the whole  
process is conducted in a fair manner. They have to ensure  
that the recruitment and selection procedures have been  
met. All panel members should make notes during the  
interview process to help with decision making. 

Interviews have both advantages and disadvantages. On the 
plus side the interview provides an opportunity for the employer to ask probing questions relating to the 
candidate’s experience. The candidate will also have the opportunity to find out more about the organisation 
and the job. However, interviews are stressful situations for both parties involved and rely heavily on the skill 
of the interviewer.

The website www.monster.co.uk is the leading provider of online careers and 
recruitment resources. According to Monster these are the ten most frequently 
asked interview questions:

A good interview will ensure each person shortlisted for interview is asked the same questions and all 
questions should relate to the job description and not the application form of each applicant.

Fig 5: A typical interview situation
Image © IconicBestiary | iStockphoto/Thinkstock

Fig 6: The Most Frequently Asked Interview Questions
Image © art-sonik | iStockphoto/Thinkstock

1. What can you tell me about yourself?
2. Can you list your strengths?
3. What weaknesses do you have?
4. Why should I consider hiring you?
5. Where do you see yourself five years from now?
6. Why do you want to work here?
7. What is your salary expectation?
8. What motivates you?
9. What makes a good team player?
10. Is there anything that you would like to ask me?

http://www.monster.co.uk
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Induction
Induction is the process of introducing newly appointed staff to the organisation, its systems and 
expectations. Its purpose is:
• to provide new staff with an opportunity to understand the working environment;
• to know whom they may ask if they are unsure about what to do; and 
• to gain information about general organisational policies, including health and safety regulations.
 
There is usually a distinction between organisational induction and job-based induction. Organisational 
induction usually lasts only a few days and often involves the use of a staff or employee handbook, video and 
training manuals. Job-based induction usually lasts longer and involves the post-holder’s line manager.

Fig 7: Employee Handbook
Image © zimmytws | iStockphoto/Thinkstock

Therefore, the main purpose of an induction program is to introduce new staff members to how their new 
place of employment operates, its processes and procedures. An induction period gives the new employee the 
time to settle in their new role and new environment.

A good induction should include the opportunity to practice the skills their new job will require and an 
opportunity to interact and meet the other employees that the new member of staff will be working 
alongside.

The benefits of an induction programme are that it gives the candidate the opportunity to experience what 
their new working environment will be like. The process will also cover the employer and employee rights and 
the terms and conditions of employment. The employer should include health and safety matters. Any legal 
requirements for working with the company will also be included.

A typical induction program will include at least some of the following:
• Introductions to key members of staff;
• A basic introduction to the company; 
• A tour of the building;
• Specific job-role training;
• Any legal requirements (for example health and safety training is obligatory);
•  Introduction to terms and conditions this may be in the form of a Staff Handbook (for example, holiday 

entitlement, how to make expense claims, etc.);
•  Completion of government requirements such as Income Tax & National Insurance details (for example 

submission of a P45 or P60); and
• Set-up of payroll details.
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Fig 8: A Chef watches a Trainee in a Restaurant Kitchen
Image © MachineHeadz | iStockphoto/Thinkstock

Newly appointed staff are usually given a mentor. Mentoring is when a more senior member of staff takes 
responsibility for developing the skills of the newly appointed member of the team. The mentor provides a 
role model for the new staff member.

Learning Activity
What do you understand by the following terms:
• Recruitment;
• Job description;
•  Interview panel;
•  Induction; and
•  Mentoring.

What preparation would you do before going for an interview?

For each of the most frequently asked interview questions, outline why you think each question is asked at 
interview.

What do you think should be included in a staff handbook?

Teachers: please also refer to Planning Framework for additional exercises and assistance.

Resources
www.careerintravel.co.uk

http://www.leisurejobs.com/

www.springboarduk.net

www.careersthatmove.co.uk

http://www.hospitalityguild.co.uk/career-map 

https://www.monster.co.uk/

http://www.careerintravel.co.uk
http://www.leisurejobs.com/
http://www.springboarduk.net
http://www.careersthatmove.co.uk
http://www.hospitalityguild.co.uk/career-map
https://www.monster.co.uk/

