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PROMOTING SERVICE 

AND BUSINESS 

EXCELLENCE 



ÎWhat is Hospitality Assured? 

 It is a certification programme, 
developed specifically for tourism 
and hospitality businesses, that 
promotes overall service and 
business excellence, at the company 
level. 



ÎWhat does Hospitality Assured do? 

 It encourages owner-operators, 
managers and their teams to focus on 
how best to meet customersõ 
expectations and in doing so develop a 
positive reputation that generates repeat 
and new business. 



  

Î 27 companies in 8 pilot countries 
involved 

Î  Pilot countries are: 

 * Antigua & Barbuda 

 * Bahamas 

 * Barbados 

 * Dominica 

 * Grenada 

 * Guyana 

 * Jamaica 

 * Trinidad & Tobago 

Î Funding support from 
EU/PROϵINVEST AND OAS 

Î Business advisors and assessors 
who support the programme 

Î UWI Cave Hill ς collecting 
benchmarking data 

Î CROSQ ς managing the 
assessments 

 

 

 



  
ωMarketing/PR activities 

engaged in: 

 *email campaigns 

 *newspaper ads 

 *new brochures 

 *pop up banner 

 *badges 

 *newspaper articles 

 *pins 

ωPilot will conclude in 
September and then other 
countries can come on 
board if it is deemed a 
valuable programme 

  





  

 
 
 

 /ŀǊƛōōŜŀƴ ά{ǳƴ .ŀŘƎŜέ /ŜǊǘƛŦƛŎŀǘŜ 
Programme for Tour Guides 



Caribbean Vocational Qualification for Tour Guides 
Raising the Level of Professionalism of Caribbean Tour Guides 

Å CTO is working with HEART Trust/NTA in Jamaica 
 

ω Developing standardized curriculum for tour guide training:  
 Level II and Level III programmes   
  
ω Level II benchmarked against the Blue Badge Tour Guide 

certification programme in the U.K. 
 

ω Expanding pool of internationally certified tour guide trainers in the 
region (Regional train-the-trainer programmes in Dominica in 2007, 
in  Jamaica: July 6-17, 2009, and in Barbados in 2010 ς 33 highly 
qualified trainers in the region)-  WFTGA Trainer: Iris Barry 
 

ω All 33 trainers are now certified internationally as Part II trainers 
with the World Federation of Tourist Guides Associations (WFTGA)  

 
 

 



Tour Guide Training Workshop,  
Barbados, November 2010   

 



  

 
 A Caribbean Vocational Qualification for Tour Guides - 

Raising the level of professionalism of Caribbean tour 
guides 

 

  Materials developed: 
 

ÅCurriculum 
 
ÅLearner Guides 

 
ÅCD ROM on Tour Guiding 



  

 
Development of a Certificate Tour Guide Training Programme 

- Raising the level of professionalism of Caribbean  
  tour guides 
 
 

 Parallel routes for training of guides at the 
 national level 
 

ÅShort-term, practical skills development 
and upgrading programmes 
 
ÅTour Guide Certificate Programme 



Regional Tourism Youth Awareness 
Programmes 

ωCondé Nast Essay Competition 

 

ωTourism Youth Congress 

 

ωάMaking Wavesέ .ǳƭƭŜǘƛƴ 



Regional Tourism Youth Awareness 
Programmes 



Tourism Youth Congress 



CTO TRAINING PROGRAMMES 

üManagement of Service Quality 

üIntroduction to Dynamic Supervisory Management 

üManagement of Sites & Attractions 

üCustomer Relations for Front-Line Personnel 

üTourism Education for Teachers 

üIn-bound Ground Tour Operators 

üCaribbean Vocational Qualification for Tour Guides  

 



TRAINING ACTIVITIES 
Customer Service/Tour Guide Training 

MONTSERRAT 



 
TRAINING ACTIVITIES: 

Tourism Education Workshop ς CAYMAN ISLANDS 


