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Labor Market Challenges Significant for
Central Okanagan Tourism Businesses
Executive Summary
The Central Okanagan Economic
Development Commission (COEDC)
facilitated the first Business Walk in Canada
in October, 2012. To date, the Commission
has facilitated 7 Walks throughout the
Region, in total representing 1,618 business
visits.
The Business Walk is one method used by
the COEDC to gather information from the
business community and identify programs
to facilitate business growth.
The information obtained captures the
pulse of businesses throughout the region,
connects business support agencies to the
business community, communicates
industry intelligence to multiple civic and
business stakeholders and identifies
opportunities for COEDC’s Business

Enhancement programming.
Outcomes from Business Walks to date
include:


One-on-one post-walk assistance
provided to 170 companies across
all sectors;



The Ministry of Jobs Tourism and
Skills Training is using the link
Business Walks program as a best
practice;



Following the 2013 Walk to
Manufacturers,
the
COEDC
facilitated a Business Beyond
Borders session to 25 Okanagan
manufacturers to address employee
recruitment
and
retention
strategies;
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Information
from
the
Manufacturers’ Walk also provided
industry intelligence to District of
West Kelowna staff in the facilitation
of a Manufacturers’ Round Table
session;
The COEDC created a Central
Okanagan Manufacturers Resources
Guide, a Central Okanagan Guide to
Recruitment & Training Resources
for Manufacturers, and a Central
Okanagan Guide to Recruitment &
Training Resources for Tourism.
Internal
reports
communicate
barriers to conducting business and
program opportunities identified
through the Business Walk to
municipalities,
Chambers
of
Commerce/Board of Trade, tourism
organizations
and
business
improvement
associations
throughout the region. These have
included issues/the need for
information related to truck routing,
signage, plans for development,
recruitment
and
training,
networking
and
buy-local
campaigns.

Did You Know?


Over 2/3 of Okanagan employers
report that they anticipate a period
of growth over the next five years.



More 2/3 of new hires will require
some form of post-secondary
education, requiring between
37,796 and 50,345 individuals with
an advanced education.



Employers project to hire over
75,000 people within the next five
years.



An estimated 15,522 persons are
expected to retire from the Region’s
workforce within the next five years.



Employee turnover is one of the
greatest, most costly challenges
affecting any organization and is on
the rise in Canada.
Sources:
“Growing in the Okanagan – 2020 Labour
Market Outlook,” COEDC;
“Solutions for Recruiting and Retaining
Productive Workforce,” RBC Royal Bank
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Why Focus on Human Resources?
In the summer of 2014, the most in-depth
study to date on the North, Central and
Okanagan-Similkameen Region’s labour
market was conducted. “Growing in the
Okanagan – 2020 Labour Market Outlook”
interviewed 882 businesses throughout the
Okanagan Valley to identify human
resources trends that will affect the
Okanagan Region’s economy over the next
six years. The tourism sector reported a
number of issues, from difficulty finding
workers with specific skills to training needs
and succession planning.

succession planning and how they source
employees.
The results of the November, 2015 Business
Walk are communicated to civic and
business stakeholders for consideration in
the development of programs and services
that can assist tourism businesses. The
COEDC completed follow up to businesses
that requested specific help within 30 days
of the Walk.

The Business Walk conducted in November,
2015 provided an opportunity to look more
specifically at the HR needs of Central
Okanagan tourism businesses.
The 44
businesses interviewed – representing a
range of venues from restaurants to
extreme sports facilities – are located in
Lake Country (7), Kelowna (28), Westbank
First Nation (3), City of West Kelowna (4)
and Peachland (2). They range in size from 2
to hundreds of employees and represent
3,810 employees overall.
Each business was asked 6 questions related
to their awareness of current and projected
challenges
around
recruitment
and
retention, employee growth, specific
positions they had difficulty filling,
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Question 1: Are you experiencing challenges related to recruitment and
retention?
The interviewers began by gauging the level of human resources-related challenges being
experienced by business operators and the impact these issues might be having on their
businesses. 74% of companies interviewed said they were challenged by
recruitment/retention issues. 14% said they were not experiencing challenges and 12%
said “sometimes”.

Question 2: How many employees do
you have today, and what is your
projected number of employees in 3
years?
The businesses were asked how
many employees they had today and
how many workers they expected to
have in 3 years. These included Part
Time Regular, Part Time Seasonal,
Full Time Regular, and Full Time
Seasonal employees.

3,810 employees were
represented by the companies
interviewed. These include:
Full Time Regular

1,739

Full Time Seasonal

943

Part Time Seasonal

572

Part Time Regular

556

In three years, only 38% of
respondents expect to have more
employees than they do currently.
62% of respondents expected to
have the same number of
employees.
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Question 3: Is your company experiencing recruitment problems with specific
positions or skills?
81% of tourism businesses said they were having difficulty finding employees with the
skill sets they required. Frequently mentioned areas of need were:








Front line service staff (i.e. front desk hotel staff)
Reservations and administration staff
Housekeeping staff
Dishwashers
Bussers
Culinary staff, ticketed and unticketed
Fruit pickers

More senior full time positions that were difficult to fill included:







Supervisors
Marketing Managers
Assistant Managers
Brewers
Tour Guides
Baristas

Of the business that said they did not have trouble finding suitable employees
included 4 wineries, three zip line/extreme sports facilities, and one coffee shop with
multiple locations. A number of employers expressed frustration at frequent
turnover due to a” lack of loyalty” or employees “finding better opportunities” after
then had taken the job.
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Question 4: Is there a formal succession plan for the business?
A lack of succession planning is indicated by Central Okanagan tourism businesses. Of the
businesses that responded when asked if there was a formal succession plan for the business,
less than half (46%) said they had a formal plan. Almost all of the businesses that had a
succession plan were part of hotel or restaurant chains and received head office support for
succession planning.

Question 5: What are your most effective
ways of finding the employees you need?
The large majority of the business visited (73%) said
advertising on Castanet was their most effective
way of of finding employees. Many employers also
relied on word of mouth (48%), often learning
about potential candidates through existing
employees.
10% of respondents used a variety of social media such as Facebook. Recruitment websites
including indeed.ca, go2hr.ca and winejobs.com were mentioned as useful recruiting vehicles by
several businesses. A few businesses said they participated in job fairs and used signs at their
business to advertise positions. Two businesses said they conducted newspaper advertising to
attract candidates and two business said they used employment agencies – specifically to
advertise management positions.

Question 6 : Have you ever utilized foreign worker recruitment programs?
Of the respondents, 79% said they had not used a foreign worker recruitment program and 21%
had used a foreign worker recruitment program. The majority of those that had not used a
foreign worker recruitment program said they would consider using such a program in future.
All of the businesses that requested follow up as a result of contact made at the Business Walk,
all had the same need: more information on how to access foreign worker recruitment
programs.

Common Themes
Additional themes are reflected in general comments provided by the businesses surveyed:
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Concern about Access to Foreign Worker Recruitment Programs
The difficulty most Central Okanagan tourism/hospitality businesses are facing in finding suitable
employees has resulted in many employers looking at foreign worker recruitment programs. All
of the requests for follow up during the Business Walk were related to the need for more
information on these programs.
Several employers expressed frustration at government
changes and limited access to foreign worker recruitment
programs. Comments included, “We need more lobbying to
restore foreign worker programs,” and “Make the foreign
worker recruitment programs more accessible…cutting has
been devastating to the hospitality industry and is impacting
revenues.”

The Need for “Real World” Tourism Training Locally
A number of employers suggested the customer service skills displayed by employees in the
Central Okanagan tourism industry are not on par with the world class tourism experience the
region projects. A common view was that younger employees would benefit from improved
communication and customer service skills. It was suggested that even cooks and chefs with
industry tickets would benefit from additional “training in how to deal with people on the job.”
Some of the tourism operators interviewed indicated they would be interested in supporting or
participating in such training
to supplement the formal
tourism and business
training that is available
through local
colleges/university.

Human Resources Skills Training for Tourism Entrepreneurs
Many hotel and restaurant chains with locations in the Central Okanagan have experienced
tourism managers who are supported by corporate training programs. Several tourism
entrepreneurs felt they would benefit from workshops/seminars to improve their skills around
recruiting and employee management. Specific topics that would be of interest included “how
to interview”, “how to conduct performance appraisals”, “conflict resolution” and “employee
retention.”
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What’s Next?

Connect tourism
businesses with
Magnet, COEDC's
online jobmatching
program to
launch in January,
2016

Multiple agencies
provided with
industry intelligence
in effort to
communicate
potential HR
programs and
services
The COEDC
will facilitate
one-on-one
assistance
and follow up
to 10
businesses

Opportunity for
training
sessions and
resources for
tourism
entrepreneurs

The Business Walks program is facilitated and made possible by regional partnerships.
The Economic Development Commission would like to recognize and thank the following:

1450 K.L.O. Road, Kelowna, BC V1W 3Z4
1-877-332-2673
www.investkelowna.com
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