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10:30 Welcome from the moderator 
Vicki Wolf, Education Manager, ABTA 

10:35 Employment law update 

• Furlough – understanding the latest extension 

• Sending staff to work in the EU – considerations following the EU-UK Trade and Cooperation agreement 

• Possible legislative changes coming in 2021 

• Employer duty of care – planning your return to the office 
Ami Naru, Partner, Head of Employment, Travlaw   

11:00 Hybrid workforce – what does this mean? 

• Staff collaboration and communication channels 

• Remote working, transformation and duty of care 
Simon Johnson, General Manager, UK&I, Freshworks  

11:20 Staff wellbeing and engagement 

• Motivating, managing and engaging with returning staff 

• Looking after your staff remotely and in the office 

• Redundancy support  
Hazel Craig, Senior Data Analytics & Wellbeing Consultant, Howden Employee Benefits & Wellbeing 

11:40 Panel discussion: future talent in travel 

• Developing future talent pipelines 

• Filling skills gap because of COVID-19 

• Utilising apprenticeships 

• Diversity and inclusion  
Moderated by: Vicki Wolf, Education Manager, ABTA 
Jo Roche, Managing Director, Northern Training Academy  
Professor Dimitrios Buhalis, Professor in Marketing, Strategy and Innovation, Bournemouth University 
Carole Hodgson, Apprenticeship Delivery Manager, Hays Travel  

12:10 Summary and close of webinar 
Vicki Wolf, Education Manager, ABTA 

12:15 Networking and discussion  
ABTA is hosting a virtual discussion group on an innovative platform, specifically designed to make networking easy 
and fun. Meet your industry colleagues and discuss common issues surrounding your workforces. The interactive 
platform will have a number of areas to help start discussion, feel free to join a specific meeting group or network 
informally with colleagues. Discussion groups to include: 

• IT resources 

• Workforce management  

• Diversity and inclusion 

• Apprenticeships 

• Staff engagement 

• Legal guidance 

ABTA’s Business Resilience Webinar Series 
Managing Travel Workforces 
17 March 2021 
10:30 – 12:15 followed by virtual networking 

 
 



 Managing Travel Workforces 
   

 
 
events@abta.co.uk         @ABTAevents       #ABTAworkforcewebinar      abta.com/abtaevents  

 
Speaker profiles 
 

 

 
 
 
 
 
 
 

Ami Naru, Partner, Head of Employment, Travlaw   
Ami has been providing guidance and support to the travel industry on all issues arising out of furlough and 
managing staff issued during Covid-19. Ami trained under Stephen Mason and qualified as a solicitor in 2000. Ami 
then focused on building an enviable employment practice serving the travel industry. She regularly worked with 
ABTA, AGTA and ABTOF amongst others. Since 2004 Ami has worked at a number of top, large national and 
international law firms, serving a wide variety of industries, acting for some of the largest employers in the private 
sector including well-known household names - Royal Mail, Tesco and Honda to name just a few. Ami returned to 
her travel law roots in 2017 and now heads up the employment team at Travlaw. She exclusively serves the travel 
and leisure industry with its employment law needs. Ami is highly experienced in all aspects of employment law, 
both contentious and non-contentious. She has pretty much seen all there is when it comes to issues with 
employees. She regularly advises clients on matters such as board and senior level appointments and exits, business 
reorganisations and redundancies, TUPE, cross jurisdictional disputes and disciplinary and grievance procedures. 
Ami is your one stop shop for all aspects of employment law. 
 
 
 
 

 
 
 
 
 
 
 
 

Simon Johnson, General Manager, UK&I, Freshworks  
Simon is the General Manager for Freshworks UK&I – one of the fastest growing software start-ups of all time. 
Freshworks believe that traditional enterprise software is clunky, expensive and not focused on how you can wow 
your customers with the ultimate service and experience. Freshworks provide customer-for-life software that’s 
modern, mobile and affordable, enabling their customers to deliver wow moments to customers all over the world. 
Freshworks work with industry leaders to streamline customer conversations, automate repetitive work and save 
time – ensuring that teams can collaborate to deliver world class customer engagement. Under Simon’s leadership, 
Freshworks UK&I has been able to grow from a zero to a multi-million-dollar region within a few years, doubling 
their revenues year-on-year. 
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Hazel Craig, Senior Data Analytics & Wellbeing Consultant, Howden Employee Benefits & Wellbeing  
Hazel is a Senior Data Analytics and Wellbeing Consultant at Psyon, the technology and data arm of Howden Employee 
Benefits & Wellbeing, dedicated to helping clients transform their experience of employee benefits. Hazel has worked in 
both the Private and Public Sector, most recently as a Senior Consultant in one of the Big Four Global Professional Services 
Firms. Throughout her career she has supported clients to harness their people data and discover key insights across the 
employee lifecycle as well as assisting clients to audit, develop and build evidenced based wellbeing strategies. She 
studied Mathematical and Computer Sciences before graduating with a First Class Honours in Psychology and completing 
a Masters in Organisational Psychology.  
 
 
 

 
 
 
 
 
 
 
 

Jo Roche, Managing Director, Northern Training Academy  
Jo’s roots are very firmly in travel, combined with learning and development! Jo started her career with Thomas 
Cook after completing a BTEC HND at New College Durham.  She progressed into management but fell into teaching 
when offered a position teaching COTAC level 2 Air at a local college. From that moment on, Jo was hooked into 
teaching and realised that nothing could beat the buzz of developing and helping others in their careers – and she 
never looked back since! Jo jointly set up Training For Travel in 1997 and enjoyed a 13 year stint as Managing 
Director.  Since 2015, Jo has been running Northern Training Academy as a training provider for apprenticeships, 
traineeships and private training/e-learning.  Northern Training Academy work with many sectors, including travel 
and tourism and have a highly experienced and dedicated team who are passionate about creating the best 
experience for their learners and their employers. The great loves in Jo’s life are her family, her dog (Alfie) and 
travelling (of course!) – not always in that order!  Jo fervently believes that everyone can learn something new 
every day and thrives on helping with creating new chances and opportunities for others.   
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Professor Dimitrios Buhalis, Professor in Marketing, Strategy and Innovation, Bournemouth University 
Professor Dimitrios Buhalis is a Strategic Management and Marketing expert with specialisation in Information 
Communication Technology applications in the Tourism, Travel, Hospitality and Leisure industries. He is Director of 
the eTourism Lab and Deputy Director of the International Centre for Tourism and Hospitality Research, at 
Bournemouth University Business School in England. April 2010 he was promoted to Professor 2 (or what is called 
a Distinguished Professor in other Universities), a level reserved for a small percentage of elite academicians. 
Professor Buhalis is involved in a number of European Commission projects and regularly advises and contributes 
to the United Nations World Tourism Organisation (UNWTO), Pacific Asia Tourism Association (PATA) and the 
European Commission in the field of information technology and tourism. He is an active tourism practitioner, co-
creating innovations and re-engineering business process with organisations around the world. Professor Buhalis’ 
industry innovation and policy experience includes managerial and non executive directorship roles in the tourism 
and hospitality industry, as well as 30 years of international tourism and hospitality research and consultancy. 
Throughout his extended career of advising, researching and consulting, Dimitrios has worked around the world 
and has delivered projects, presentations, conferences and consultations for governments and businesses. 
 
 
 
 
 

 
 
 
 
 
 
 

Carole Hodgson, Apprenticeship Delivery Manager, Hays Travel  
Carole joined Hays Travel in 1988 as an apprentice travel consultant. Wanting to expand her experience more she 
joined the marketing department rising to marketing manager. In 1995 Hays Travel launched the Hays 
Independence Group and Carole spent the next 15 years supporting independent travel agencies in achieving 
success, this becoming her passion. In 2010 a fantastic new opportunity arose in the training department for Carole 
to learn new skills and knowledge and use her experience to develop the apprenticeships. The most wonderful part 
of the job is that Carole gets to see the Hays Travel apprentices grow in confidence and ability. 
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Bournemouth University International Centre for Tourism and Hospitality Research (ICTHR) is a globally 
leading centre for research in tourism, hospitality and related fields of study. ICTHR has over 30 research 
active members of staff, including 6 professors and undertakes projects for research councils, government 
agencies and industry bodies. It focuses on Tourism management, marketing and etourism; Tourism 
economics and impact modelling; Transport, travel, mobilities and sustainability; and Hospitality 
management.  www.bournemouth.ac.uk 
 
 
 

 
 
 

Howden Employee Benefits & Wellbeing is part of the Howden Group. Our expert team work with clients 
of all sizes to provide dedicated employee benefits & wellbeing consultancy. We’ve won many industry 
awards for our work and are widely recognised for our innovative and creative approach to benefit design. 
We’re proud to be a values led business that puts people first. If you want to know more or would simply 
like to have a chat about ways you can support your employees contact us. www.howdengroup.com 
 
 
 

 
 

 
 

 

The team at the Northern Training Academy are highly experienced in providing apprenticeship, 
traineeship and bespoke training services for employers. Our national service allows employers to have 
their entire training needs met, whilst having a flexible, high quality learning programme that benefits 
both the organisation and the learner. We are experienced with dealing with learners of all ages and at 
different stages in their education and employment life.  Each individual has their own unique programme 
of delivery that best suits their needs, as well as ensuring that the needs and expectations of their 
employer are also considered. Our team plan, design, deliver and monitor the progress of employees in 
an effective and collaborative way to ensure we offer the very best service possible. Organisations benefit 
from having their employees learn new skills and knowledge that they can put into practice to help 
improve efficiencies.  The opportunity to learn more leads to a more motivated workforce. Our new e 
learning platform has enhanced our service, offering a variety of different programmes, and allows all 
learners to be supported remotely too, which is vital in the current economic climate.  
www.northerntrainingacademy.com 

mailto:development@howdengroup.com
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ABTA Partner+ Travlaw LLP are 100% committed to serving the travel and leisure industry – from tour 
operators and travel agents to airlines, hotel groups, event management companies and their insurers. 
We pride ourselves on being one of the top travel law firms in the UK. We are a large, experienced team 
of highly professional yet approachable lawyers who are tried and tested specialists in advising. 
www.travlaw.co.uk 
 
 

 
Contributor and webinar partner profile 
 

 
 

 
 

Freshworks provides innovative customer engagement software for businesses of all sizes, making it easy 
for teams to acquire, close, and keep their customers for life. Freshworks SaaS products provide a 360 
degree view of the customer, are ready to go, easy to use, and offer quick return on investment. 
Headquartered in San Mateo, USA, Freshworks 3,000+ team members work in offices throughout the 
world. For more information visit www.freshworks.com 




