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DEVELOPING A NORTH WEST LANGUAGE STRATEGY 
FOR  

EMBEDDING LANGUAGES IN KEY SECTORS 
 

 

This document includes the report on the study to assess language related needs in priority 

areas at Manchester Airport and Liverpool John Lennon Airport, which was conducted 

throughout 2007.  It also includes a chapter on developments in the Tourism & Hospitality 

sector in Merseyside and Greater Manchester, as well as an overview of language related 

developments in other sectors, namely Construction, Building Services Engineering, Food & 

Drink and Passenger Transport.  In addition it contains a chapter on recent developments 

relating to ESOL. 

 

It aims to encapsulate the most relevant language developments in the North West and to 

bring together the main ideas that are generated from all this activity, with a view to continue 

to develop and chart the appropriate route towards achieving and delivering an action based 

comprehensive Language Strategy for the region.  One, which involves a joint effort by a 

variety of organizations. 

 

 
Cristina Sousa, PhD, MIL 
Managing Director 
RLN NW Ltd
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Foreword  

The Learning and Skills Council North West (LSC NW) support the work of the Regional 
Language Network Northwest (RLN NW) and the need to raise awareness of the importance 
of language skills. 
 

The development of language and culture skills in the workforce is identified as a high priority 
in a variety of key policy documents and strategies for the region and compliments activity 
delivered on behalf of the North West Development Agency linked to the role of language 
development in ensuring community cohesion. 
 
The North West Language Strategy for Embedding Languages in Key Sectors highlights that 
many employers within the region operate in complex multilingual and multicultural 
environments in which they must communicate effectively with customers while managing a 
linguistically diverse workforce. We have made specific reference to languages in two of the 
four priorities in our Annual Statement which set the focus for the LSCÕs work and investment. 
Language skills are recognised as an important asset to employers to improve their global 
competitiveness and to fulfil the potential of a diverse workforce. 
 
The strategy also includes a study of the activity taking place at Manchester and Liverpool 
John Lennon Airports within the Tourism & Hospitality sectors, and will establish a framework 
for language development for the region.   
 
I endorse the latest version of The North West Language Strategy for Embedding Languages 
in Key Sectors and in particular will look forward to the extension of the study during 2008-9, 
and the recommendations as to how language development can be brokered through Train 
to Gain and used to support wider skills development, such as Apprenticeships and 
integrated employment and skills.   
 

 

 

 

 

 

John Korzeniewski 

Regional Director 

Learning and Skills Council, North West
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1 Introduction  

 
The North West Regional Economic Strategy (RES) 2006 identifies the importance of language 

skills for businesses to compete internationally and states that Ôthe global market requires more 

people to have language skills, which are currently under-developed in the regionÕ.1  This is 

further confirmed in the Northwest Regional Development AgencyÕs (NWDA) Updated Corporate 

Plan 2006 Ð 08.2 

 

The North WestÕs Internationalization Strategy, 2007, recognizes the relevant role of foreign 

languages in international competitiveness and highlights the importance of utilizing existing 

foreign language skills in the region, namely skills that are offered by overseas students.  It would 

also be relevant to utilize additional skills offered by the migrant population. 

 

The need to address language and intercultural skills is explicit in a variety of other key policy 

documents and strategies, including, LiverpoolÕs Destination Management Plan3.  And also in 

Greater Manchester Skills Priorities, which states that, Òforeign language skills were É 

highlighted as lacking amongst applicants across several occupations, illustrating the higher than 

average demand for these skills amongst applicants from Greater Manchester organizationsÓ, 

and Òforeign languages skills [are] lacking amongst applicants for: Managers, Associate 

Professionals, Personal Service and Elementary OccupationsÓ.  The document also calls for an 

increase in the numbers of young people Òtaking Mathematics, Sciences and Foreign 

LanguagesÓ4. 

 

Language and cultural awareness feature amongst the skills identified by employers as needed 

across a variety of sectors and job roles, both in relation to the management and integration of 

migrant workers and in the context of improving international competitiveness.  The latter applies 

to international trade and the visitor economy, as both involve knowledge of  and adaptation to 

overseas markets for dealing directly with customers from overseas. 

 

As illustrated in this strategy document, many companies in the region operate in complex 

multilingual and multicultural environments, in which they must communicate effectively with 

customers while managing and supporting a linguistically diverse workforce.  Key sectors 

                                                        
1 The North West Regional Economic Strategy 2006, page 29 
2 Reference to language skills (to complete internationally) under heading ÔInvest in Workforce DevelopmentÕ, lead attributed to LSC, 
not NWDA priority, strategic activities include Ôsupport the Regional Language NetworkÕ, p.12 
3 see page 64 
4 Greater Manchester Skills Priorities, March 2006, p. 3, 5, 8 
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experiencing these environments are Tourism & Hospitality, Food & Drink, Construction, 

Passenger Transport, Health & Social Care, and Land-based industries. 

 

 

1.1 Regional Language Network North West (RLN NW)  

 Òimproving business in the North West through language skills and cultural developmentÓ5 

 

RLN NW Ltd is a not-for-profit limited company, which was established in June 2007 in order to 

take forward into a new phase the work carried out by the original Regional Language Network Ð 

North West (RLN-NW) project.  Originally the Regional Language Network Ð North West project 

was hosted by the University of Salford.  The project was funded by the Northwest Regional 

Development Agency (NWDA), the Northwest Learning and Skills Council (LSC) and supported 

by the Department for Education and Skills (DfES). 

 

RLN NW Ltd was established to ensure the strategic positioning of languages in the North West, 

to raise awareness of the importance of language and intercultural skills for business, and to help 

businesses address language and intercultural skills needs in this region.  To this end the 

principal objects are: 

 

• To provide consultancy services on language and intercultural skills needs; 

• To arrange workshops and seminars for businesses on a range of subjects to address 

languages and intercultural skills barriers; 

• To provide Continuous Professional Development services for language professionals; 

• To develop language related resources; 

• To provide Languages Market Labour Intelligence; and 

• To assist and produce the formation of partnerships between school and businesses in 

the North West 

 

In order to achieve this, RLN NW Ltd is working with a variety of agencies, mainly the NWDA and 

the North West Learning and Skills Council (NW LSC) to map language skills demand and offer, 

to embed languages in key priority sectors, and to up-skill migrant workers. 

 

RLN NW Ltd is the only strategic body for languages in the North West region.  It is the Sector 

Skills and Productivity Alliance (SSPA) for Languages and as such ensures that languages are 

                                                        
5 current mission statement 
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recognized in strategic policy documents; that employer needs are articulated; and that language 

issues are considered by relevant strategic bodies, including the SSPAs for other sectors. 

 

 

 

2 Assessing Language Skills Needs at Manchester and 

Liverpool John Lennon International Airports  

 

ÒI think that the more languages we have available, the better it is for our companyÕs 

reputation, being an international airport6.Ó 

 

Airports are a hub of multicultural activity because they employ people from a variety of language 

and cultural backgrounds, and because they are key international gateways into the country.  

Manchester Airport and Liverpool John Lennon Airport are the two main international airports in 

the North West, with a joint traffic in excess of 27 million passengers per year. 

 

 
These airports are also important links to the Tourism & Hospitality sector, which is recognized by 

links in the respective websites to local tourist information.  But more importantly, they provide 

access to millions of overseas visitors to the region and their success and expansion has a 

positive impact for this sector as well. 

 

Following the GovernmentÕs White Paper, the ÔFuture of Air TransportÕ 2003, both airports 

developed a Master Plan for the next 25 years.  Both plans highlight key national and regional 

economic developments and the impact airports have on these, such as tourism and employment. 

 

 

2.1 Manchester Airport (MAN)  

This airport is owned by Manchester Airports Group (MAG), which is the countryÕs largest UK-

owned airport operator.  As the largest British-owned airport operator, MAG prides itself in playing 

Ôa major role in UK aviation, contributing £3.2 billion to the UK economy and supporting over 

130,000 jobsÕ7.   

                                                        
6 Customer service information desk respondent, Manchester Airport 
7 http://www.manchesterairport.co.uk 
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According to ManÕs official website, independent analysis predicts growth to generate £6.3 billion 

in value and support 260,000 jobs by 2015. 

MAG is publicly owned by the ten local authorities of Greater Manchester and is privately 

managed on their behalf, with Manchester City council as majority shareholder.  It is the only 

global gateway to Northern England. Over 100 airlines offer direct flights to 225 destinations 

worldwide, connecting over 22 million passengers to more places than any other airport in the UK, 

employing around 19,000 people8.  With the airport's continued expansion, it was forecast that by 

2008 approximately 30,000 people will be working at the airport, employed by Manchester 

Airports Group and all the companies based on-site9. 

 

2.2 Liverpool John Lennon Airport (LJLA)  

'UK Airport of the Year 2007' 

LJLA is a wholly owned subsidiary of Peel Holdings Plc, the North West based property and 

transport company.  Peel Airports cover the North of England and cater for more than 6 million 

passengers per year. 

Since the Peel Group took control in 1997, passenger numbers have increased eight fold, with 

5.5 million passengers using Liverpool in 2007. The Airport continues to move up the league 

table of U.K. airports (12th largest in 2006) and remains one of the fastest growing regional 

airports (CAA passenger statistics 2006)10.  LJLA offers flights to 69 domestic and European 

destinations, with more than 10 major airlines. It is also the base for Europe's two largest low cost 

airlines, easyJet and Ryanair.  

 

According to information on the LJLA website, annual passenger throughput is expected to reach 

nearly 6 million in 2008, with a continued increase in the numbers of passengers using Liverpool 

from throughout the North West, North Wales and North Midlands.   LJLA is now one of 

Merseyside's major employers, attracting inward investment and benefiting the region's economy.  

Government policy, set out in the White Paper, 'The Future of Air Transport', endorses the long-

term continued growth of this airport including expansion of its passenger and cargo facilities and 

the extension of the runway. 

                                                        
8 http://www.manchesterairport.co.uk/manweb.nsf/Content/AboutUsAndOurGroup 
9 http://www.manchesterairport.co.uk/manweb.nsf/Content/WorkingAtTheAirport 
10 http://www.liverpoolairport.com 
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2.3 Background to study  

MAN is the 12th busiest airport in Europe. Approximately 95 airlines are based at this airport, 

flying to more than 180 worldwide destinations from its 3 terminals.  The airport is undergoing a 

major renewal process, which includes a new immigration desk and improvements to the 

immigration halls in T1 and T2.  The airport is one of the North WestÕs major employers, offering 

positions in aviation development, baggage handling, car parks, communications, engineering, 

finance and information systems, fire station, marketing, planning & environment and security.   In 

total, it supports 33,000 of these positions in the North West11. 

 

The growth of this regional airport will drive regional growth and economic development, and it 

will aid competitiveness by the movement of goods nationally and internationally, and provide 

passengers with greater choice12.  This can also apply to LJLA. 

 

LJLA is the fastest growing airport in Europe, representing excellent retail opportunities.  On 

average more than 400,000 passengers a month (plus non-travelling visitors) pass through the 

terminal building.  The passenger profile has changed considerably since 1997 when 49% were 

domestic, 42.6% EU and 8.3% non-EU.  The percentage of EU passengers grew steadily in the 

last 10 years and it now is above 75%. 

 

LJLA is playing an increasing role in employment for the local area and beyond.  Excluding staff 

employed by the companies based at the airport, LJLA employs over 300 staff in administration, 

airfield operations, air traffic control, baggage handling, bird control, business development, car 

parks, corporate affairs, development & facilities, engineering & motor transport, environment, 

finance, fire station, human resources, information technology, ramp services and terminal 

services. 

 

 

2.4 Methodology  

The methodology adopted was based on the Specialist Workforce Plan13 model, with some 

adaptation following the North West pilot study of the Food & Drink sector. As in that pilot, the 

survey included questions relating to the integration of migrant workers in the local community 
                                                        
11 http://www.manchester-airport-guide.co.uk/facts.htm 
12 Master Plan, Manchester Airport, p.14 
13 The Specialist Workforce Plan has been derived from the generic template for identification of language and intercultural skills 
needs in Sector Skills Councils, industry sub-sectors or regions and in individual site operations, which was developed by the former 
Languages NTO in 2003, with funding from the Sector Skills Development Agency 
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and any support received from employers. 

 

The aim of this study was to assess the language and cultural development needs of staff 

working at Manchester Airport and Liverpool John Lennon Airport.  This assessment was carried 

out through data collation via questionnaires and interviews and through observation in the 

workplace, in order to identify potential language and cultural barriers when communicating with 

the workforce and with customers, in particular passengers. 

 

Initial meetings were held at both airports with union representatives and with HR management at 

LJLA to identify potential work streams to participate in the study and key personnel to act in a 

liaison role with RLN NW throughout the study.  Early in the study, links were also established 

with the Sector Skills and Productivity Alliance (SSPA) for Passenger Transport, GoSkills.  

 

Both airports present busy working environments with very strict security restrictions.  Given that 

many of the work streams studied were in Ôair-sitesÕ with restricted access, special authorisation 

and access passes had to be obtained before access beyond security control was gained.  

Completion of questionnaires, interviews and workplace observation were carried out at agreed 

dates and times to ensure minimum disruption to normal airport operations.   

 

 

2.4.1 Survey Population  

The passenger profile has changed considerably over the last 5 years, with the expansion 

of flights to a variety of new destinations and the influx of migrant workers into the region.  

These bring language related pressures, primarily in work streams dealing with 

passengers on the ground. 

 

Following initial contacts with the Head of Airservice Development (MAN), the Commercial 

Director (LJLA), the Commercial Director (MAN), Customer Service Managers and HR 

personnel, priority needs relating to customer service information desks and security 

control were identified.  At the initial stages of the study, baggage handling was also 

considered, but a series of redundancy programmes took place at both airports and 

therefore this work stream was not included.  With support from a Training Needs 

Assessor working on behalf of T&GWU, catering was identified as a further work stream 

facing language related barriers.  Therefore, SSP, who operates restaurants, cafŽs, bars, 

food courts and convenience stores in both airports, was engaged. 
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2.5 Conclusions  

The findings from this study highlight the relevance of language skills and cultural awareness in a 

working environment where customer facing staff deal on a daily basis with high volumes of 

people from many different cultural and language backgrounds whose level of English varies from 

extremely basic to advanced.  Owing to the tight security in which international airports currently 

operate, passenger stress levels are more likely to be high and this will have a direct effect on 

their ability to communicate coherently.   

 

Additional pressure is also put on staff, particularly at security control whose job is to ensure 

appropriate security checks are made with minimal disruption to passenger flow.  When 

communication barriers exist delays can occur adding unnecessary stress to passengers and 

staff, which can lead to disruption. 

 

Communicating in a foreign language in such a stressful environment tends to be more difficult.  

Even those passengers who speak English may struggle to express themselves clearly if they 

feel stressed and uncomfortable with detailed security checks, which are necessary these days.  

Therefore if staff members are equipped with key skills to communicate with passengers in their 

own language and to help them remain calm and relaxed, their own job will become easier. 

 

ÔBeing able to speak however basic in another language can put 

passengers/customers at ease!  Enable any situations which may arise to pass off 

smoothly.Õ14 

 

A number of security staff at both airports have expressed an interest in learning key language 

skills in order to be able to make passengers feel more relaxed as they go through security 

control, to be able to greet passengers, to ask if they can open their bag to perform a check, ask 

them to move forward, and giving any other necessary instructions. 

 

The needs of staff from the other work streams are different in the sense that they deal with 

passengers in a more relaxed atmosphere.  This is particularly the case for catering related work 

streams Ð cafŽs, restaurants and bars at the terminal. Given that this work stream also revealed a 

high percentage of non-UK nationals, the highlight is on ESOL needs and also customer service.  

Awareness-raising about the British work environment would also be extremely beneficial.  

 

                                                        
14 Comment from a member of staff at Manchester Airport 
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Staff on customer service security desks will be more likely to deal more often with passengers 

who have just arrived and therefore are looking for information about local areas, the transport 

network, possible accommodation, etc.  Alternatively, they deal with passengers on transfer 

flights who may need further information about the airport and how to find their way around the 

airport.  A number of members of staff in this work stream at both airports already speak foreign 

languages but could benefit from additional information in key foreign languages to hand in to 

passengers. 

 

A general lack of awareness of the importance and relevance of language skills and cultural 

development was evident on initial approach to retailers and car hire companies at both airports, 

with the exception of the few referred to in the full report. 

 

 

2.6 Recommendations  

In the context of the planned expansion at both airports in line with their Master Plans, a series of 

measures are recommended to help improve communication with passengers and within the 

workplace.  These are grouped according to each work stream, given the different focus relating 

to language needs. 

 

Security control related  

1. Dedicated language training programme in key languages for security staff.  A short 

training programme of up to 20 hours would provide the essential language functions. 

Given the contact with passengers from a variety of language backgrounds and the 

specific type of dialogue required, staff would benefit more from learning more than one 

language to a limited level of skill, rather than learning a single language to an advanced 

level. 

2. Both airports provide lists in English of items not allowed through security checks.  These 

would be helpful in key languages in order to ensure passengers are aware before going 

through security checks.  The list is not long, so translation costs would be minimal, and 

could be made available in a variety of ways. 

3. Themed glossaries Ð these are bilingual sets of key words, expressions and phrases.  

They would be helpful for staff to use with passengers for limited dialogue.  They will also 

be useful to help those members of staff who are learning a language, as it will help them 

revise and maintain their key skills. 
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4. British Sign Language Ð some respondents and interviewees have indicated this would be 

a useful language to have in order to communicate with deaf passengers. 

Catering related ( cafŽs, bars, restaurants)  

5. List of prohibited items Ð Non-UK nationals who work in areas beyond security control 

would benefit from this information in their language as well.  During interviews it was 

revealed that, often, new members of staff whose English skills are limited are not fully 

aware of what they are allowed to take through security checks and, as a consequence, 

have items confiscated. 

6. ESOL training Ð this would be beneficial for non-UK staff whose English language skills 

are basic.  Given the identified need for customer service, ESOL training would be more 

effective if it was contextualized to the needs of the work environment in question, 

including key information about politeness, how to address customers, etc. 

7. Cultural awareness workshops Ð these are workshops aimed at helping with working in a 

multicultural environment, supervising a multicultural workforce and integration into the 

British workplace.  Work ethics vary from country to country, so these workshops would 

focus on providing knowledge and techniques for dealing with potential barriers.  

Customer Services and Information Desk  

8. Map of the airport Ð including terminal(s), train station/bus station/taxi ranks, parking 

facilities, hotels information, etc., available in key languages. This would benefit 

passengers who arrive at various times of day and night, do not speak English and cannot 

rely on a member of staff to speak their language.  It would help prevent delays and 

confusion for their onward journey. 

 

9. Themed glossaries Ð similarly to glossaries produced and recommended for use by 

security staff, these would be useful to support staff in customer service and information 

desks. 

General to Airport and other companies  

10. Airport websites Ð given the profile of MAN and LJLA as international gateways to the 

region, their websites should reflect this by offering at least key passenger information in 

key languages. 

11. Record of language skills Ð a record of the languages spoken by members of staff held 

centrally by HR management would help identify those who may be called upon to help 

with communication in an emergency. 
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12. Bilingual skills training Ð this would benefit those bilingual individuals who are called upon 

to act as interpreters.  Interviews revealed that some members of staff in this position may 

find the situation stressful particularly owing to the fact that they usually are called to 

assist in situations where there has been some misunderstanding or disagreement and 

therefore dialogue has reached a stressful level.  It is hard to interpret in this type of 

situation, especially when the individual lacks appropriate training. 

13. Bank of resources Ð multilingual glossaries (3 and 9) should also be held centrally at both 

airports, for easy access by the various departments and companies at airports.  These 

can be further developed with support from bilingual staff. 

14. Learning Centre Ð the learning centre currently in development by T&GWU/Unite in 

partnership with Manchester Airport would benefit from a language room/area with a 

variety of language related resources. 

15. Awareness-raising to staff working at the airport.  This awareness could be developed in a 

variety of ways to achieve maximum results and align with differing priorities. 

 

 

3 Languages in Tourism & Hospitality  

There is clear recognition at a strategic level, both regionally and sub-regionally, particularly in 

Greater Manchester and Merseyside, that language and intercultural skills are beneficial to 

business.  However, there appears to be a lack of awareness by a large number of businesses in 

the sector. 

 

Other skills shortages in the sector also place higher priority on the development of other areas of 

customer service, and foreign language skills and cultural development are often perceived as a 

luxury and therefore allowed to slide down on the priority scale. 

 

Employers in the Tourism & Hospitality sector across the region are encouraged to enrol 

customer-facing staff in the Welcome International programme for the sector.   This training 

programme aims to help participants to Ôcommunicate successfully and provide an exceptional 

customer service experience to international visitors and UK residents from different ethnic, 

cultural and linguistic backgroundsÕ15.   Welcome International is a national programme 

developed for the Tourism & Hospitality sector and is part of the Welcome to Excellence offer.   It 

is widely promoted across the sector and also in other linked sectors, such as passenger 

transport.  In itself, this programme is not sufficient to help businesses address language skills 
                                                        
15 http://www.welcometoexcellence.co.uk/trainingprogrammes/welcomeinternational.asp 



NORTH WEST  LANGUAGE STRATEGY FOR EMBEDDING LANGUAGES IN KEY SECTORS 
 
 

  11 

and cultural development needs to a functional level, but offers a useful introduction which is 

widely recognized by employers in the sector. 

 
Some initiatives, however, have been developed in Merseyside and Greater Manchester to 

address language related needs in the sector and to raise awareness of these to businesses. 

 

3.1 Merseyside  

LiverpoolÕs Destination Management Plan, under priority 4 Ð Ôto deliver a warm Liverpool 

Welcome throughout the City RegionÕ Ð states as a required action the improvement of Ôstandards 

and customer service at all customer-facing tourism businesses through a quality programme, 

tackling recruitment issues, customer service and language training and skills shortages and 

gapsÕ16. 

 

The choice of Liverpool as Capital of Culture 2008 has prioritized the need to address language 

and cultural needs in order to improve communication with the high number of overseas visitors 

expected.  Therefore, a set of initiatives have taken place with this aim in mind, such as the 

creation of a Languages Forum which met regularly to discuss relevant issues and advised on 

language initiatives, several of which were developed.   

 

 

3.2 Greater Manchester  

The Greater Manchester Tourism Skills Strategy recognises the importance of addressing 

language and cultural needs.17  

 

In 2006-07 Marketing Manchester, the tourist board for Greater Manchester, commissioned a 

three-part study to assess language related needs in Tourism & Hospitality in that sub-region.  

The authors of the study, Katy Moussaada and David Crease, highlight a variety of issues and 

offer a comprehensive set of recommendations in their report Stage 3 Ð Language and Cultural 

Awareness, Industry Interviews and Recommendations.  The study revealed that issues linked to 

multilingual and cultural awareness improvements to support their inbound market were not 

recognised by participating businesses as particularly important.  

 

                                                        
16 Liverpool City Region Ð Destination Management Plan 06/09, p.46 
17 www.visitmanchester.com 
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The report makes a series of recommendations that would go towards improving the positioning 

of Greater Manchester as a renowned international destination and would support businesses 

increasingly reliant on employing non-UK staff.   These include promotion of the benefits of 

language skills and cultural understanding and guidance on the development and implementation 

of measures to improve businessesÕ overseas visitorsÕ experience; development of foreign 

language tasters; cultural awareness sessions; ESOL training; development of a library with 

DVDs and other resources; and the creation of a ÔTruly InternationalÕ Award; etc. 

 

Several of these have been addressed or are in the process of being addressed.  A guidance 

document has been produced by the RLN NW on how to take the initial steps to start addressing 

language and cultural related needs.  In addition, Marketing Manchester allocated resources to 

help business members to up-skill their staff in ESOL and Foreign Language skills, and created 

the ÔTruly InternationalÕ in 2007. 

 

 

3.2.1 Pilot Foreign Language Training  

The aim was to offer short, targeted training for customer-facing staff working in the sector.  

The programme syllabus was developed and piloted by RLN NW and includes key 

functions of the language to assist learners to deal with greetings, bookings, specific 

questions, providing specific instructions and recognizing key questions.  In order to 

provide contextualized learning, training was delivered in the workplace. 

 
The languages chosen for the pilot programme were based on the number of foreign 

language speaking visitors to Greater Manchester, according to the latest figures available 

at the time of development18. 

 

The full training programme was delivered over a period of 10 weeks in two-hour 

sessions at a time suitable to participating businesses, and a total of 29 people were 

trained.  A video case study was produced to showcase two businesses that are 

addressing language needs and developing their own language strategy, featuring The 

Lowry Hotel, winner of the Truly International Award, and Manchester City Football 

Museum Tour. 

 

 

                                                        
18 GM Facts and Figures: Tourism Economic Indicators 2005 
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3.2.2 Impact  

The impact of training has been very positive and encouraging.  Both language 

programmes experienced high levels of retention, including the foreign language 

programmes, which are often reported to see a high level of drop-outs. 

 

Owing to the success of this pilot a follow up is already in development for the financial 

year 2008/09.  Further assessment of the impact of the pilot just delivered will be 

measured over time. 

 

 

4 Language Developments in Other Sectors  

Language skills and cultural development needs are evident in a variety of sectors, and therefore 

a series of developments have taken place across a variety of working environments in various 

sectors in and outside the North West. 

 

A summary of developments relating to the Food & Drink sector, following the study conducted by 

RLN NW, is provided in the full strategy document. 

 

 

5 Developing a Regional Language Strategy  

The challenges in communicating across languages are now a reality within the North West 

region, owing to the growing number of migrant workers employed in a variety of sectors in 

industry. These challenges however also affect the regionÕs public sector, as an increasingly 

multicultural community needs to be catered for.  International communication challenges also 

affect businesses that deal with overseas markets, namely those involved in Tourism & 

Hospitality, exporting and outsourcing. 

 

Developing a successful language strategy for the North West involves a combination of efforts 

and a comprehensive approach that will see action research, such as the studies conducted in 

the Food & Drink sector and at Manchester and Liverpool international airports to assess 

language and cultural skills needs with pilot implementation and evaluation of recommendations, 

as well as the development of toolkits that will help employers and businesses to address their 

needs in measured ways.  This in turn will lead to sustainable language plans to enhance 

workforce and business development.  Further assessment of needs at a sector level have been 
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developed, such as the study of the Chemical sector currently in progress.  Other key element of 

developing a sustainable strategy to address language needs of employers and businesses is to 

map the existing language skills across key sectors, and to map language skills existing in the 

region, as well as projections of future capability; and the mapping of quality provision. 

 

The RLN NW has been working with the NWDA, the NW LSC and other partners with a view to 

take forward in a consistent way the development of this strategy.  

 

 

5.1 Mapping Language Skills in Priority Sectors  

One important element towards achieving a successful language plan for the region is 

information on the language ability in order to assess whether existing language skills align with 

sectoral need. 

 

For this purpose, RLN NW collates relevant data from the regionÕs language providers in order to 

map language skills levels, and is mapping language skills in a variety of key priority sectors. 

 

Information on language skills available in the region is also valuable for inward investment 

purposes, as many companies considering relocating into the region will need to know whether 

they can employ people with language skills in combination with other skills such as ICT, 

accounting or legal. 

 

 

5.2 ESOL Develop ment s 

Key issues relating to ESOL training in the workplace were addressed in discussions by two 

focus groups involving providers at the North West ESOL event hosted by the NW LSC on 18 

February 2008.  Based on feedback received directly from employers and migrant workers key 

issues were raised and discussed with providers in both groups.   

 

For employers the purpose in offering ESOL is linked to ensuring compliance with health & safety 

and hygiene regulations Ð of particular importance in the Food & Drink sector Ð, providing good 

customer service Ð particularly important in cafŽs, bars and restaurants at airports and other public 

locations Ð, providing equal opportunities in career progression, ensuring effective team integration, 

including intercultural skills needs Ð dos & donÕts at work Ð, and the need to understand spoken and 

written instructions. 
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Non-UK nationals are interested in ESOL training in order to understand what happens at work, 

in order to integrate better within their team and work environment and also to progress their 

career.  They also need to develop their English language skills in order to integrate better within 

the host community, to deal with issues relating to local services and also for personal 

development and to support their children in school. 

 

These learners need an engaging method of delivery in order to maintain interest, but particularly 

in order to retain focus.  After an 11 hour shift, they are very tired and naturally will find it more 

difficult to concentrate.  Contextualized and interesting delivery will also help ensure retention, in 

spite of many learners finding it difficult to juggle difficult work shifts and family commitments. 

 

 

5.3 ESOL and Foreign Languages Ð Developing B ilingualism  

ESOL and foreign language skills need to be addressed wholistically, as a joined up approach.  

The development of both English and foreign language skills will ensure the bilingual 

development of the regionÕs workforce.  Bilingualism will help address communication barriers 

within organizations employing a multicultural workforce and it will help address communication 

barriers outside organizations, with overseas customers, independently of whether this 

communication takes place in the UK or abroad. 

 

The importance of cultural awareness to improve communication is highlighted in the study of 

both Manchester Airport and Liverpool John Lennon Airport, the audit of Greater Manchester 

Tourism & Hospitality sector, as well as the Food & Drink study conducted in 2006-07, and in 

other work described in the full strategy document. 

 

ESOL is a key skill for migrant workers in order to operate effectively within the workplace but 

also to function and integrate successfully in their local and wider community. 

 

 

5.4 Newly Developed Toolkits  

The RLN NW has developed a new set of resources in order to support employers and staff in 

key sectors.  The need of these resources has been identified in recent sectoral studies and 

following discussion with employers and staff in specific work streams.  
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5.5 The Way Forw ard 

Further activity needs to be developed and created in order to continue to identify and address 

language skills and cultural development needs in the North West. 

 
RLN NW is carrying out a series of key activities supported by the NW LSC, the NWDA and other 
organisations such as Marketing Manchester and CILT, the National Centre for Languages.  
These focus on awareness raising, the engagement of employers, providers and stakeholder 
across the region, and the development of new services to ensure the sustainability of languages 
in the region and the continued support to the business community. 
 
Activity supported by the NW LSC includes a study to review existing curriculum offer and the 
further development of targeted language training for the Tourism & Hospitality sector match 
funded by Marketing Manchester; research into the impact of language training on development 
of other skills, including assessment of benefits and impact of integrating ESOL and foreign 
language training into workplace learning; a languages event showcasing employer needs and 
developments; and the development of services to support businesses. 
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