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Preface

In the world of international development...countless manuals have been created that document some
aspect of assessing, envisioning and planning for sustainable tourism development. Although well
written and informative, many of these manuals take a more theoretical approach and focus on the
initial phases of development while neglecting the day-to-day operations of running a small business.

We set out to create something different with the development of the four sustainable tourism toolkits
that are a part of this series. The goals were simple. First, to capture lessons learned from years of on-
the-ground experience in developing tourism enterprises. And second, to never lose focus on creating
practical, relevant, and user-friendly tools that help ambitious entrepreneurs — particularly in developing
countries - understand and complete the steps of growing small and medium-sized tourism enterprises
that not only generate jobs and income but also support biodiversity conservation and cultural
preservation in the places they exist.

Over the course of the last two decades, the teams that have contributed to the creation of these
toolkits have amassed a wealth of experience and knowledge that we’ve attempted to capture in these
toolkits. The successful endeavors are great...but most sustainable tourism development projects are
wrought with more trial than triumph. But it is those challenges that have forced us to take these tools
apart, redesign and improve them, and test them again...a process that will continue indefinitely.

Toolkit Audience

These toolkits are designed with a “train the trainers” approach in mind. Although the ultimate
beneficiary of these toolkits may be rural community members or entrepreneurs living in or near
protected areas, the audience for these toolkits are the individuals and organizations providing the
technical support to ensure those communities and entrepreneurs are successful.

Toolkit Content and Structure

Sustainable tourism is broad and dynamic. And while these toolkits do not span the entire breadth of
this complex industry, they do provide insight into four of the most critical aspects of sustainable
tourism development, including:

| Toolkit
1. Business
Planning

Contents

Guides the reader through the development of business
plans that define sustainable tourism products, financial
projections, competition, sales & marketing strategies,
operating plans, staffing & training requirements, and
linkages to conservation and community development.

\ Structure

Although business planning is a participatory
process that directly involves local
beneficiaries (i.e. communities), the toolkit
assumes the reader is the primary author of
the business plan.

2. Operations
and

Teaches tourism entrepreneurs the day-to-day tasks of
managing a tourism enterprise. From reservation and

These two toolkits are written in a “lesson
plan” format because they cover many of the

marketing, social media strategy, public relations,
customer relationship management, and distribution.

Management | payment systems to tour logistics and financial small business operations and management
procedures, this volume of the toolkit focuses on the tasks that are the responsibility of local
“nuts & bolts” of running a small business. beneficiaries.

3. Staff Includes training resources to build the capacity of local

Training staff who provide sustainable tourism products and Therefore, these toolkits assume the reader is
services, including: food services, lodging services, and the “trainer” and provide teaching tools and
transportation services...amongst others. curriculum to train local beneficiaries.

4. Sales and A practical guide to tourism sales and marketing, Assumes both local beneficiaries and/or

Marketing including: marketing strategy, website design, online supporting organizations/individuals may play

some role in the sales and marketing activities
of the tourism business being developed.
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Introduction

Tourism is a business of details and service. The best travel and tourism companies in the world
embrace this attitude and culture - from small successful gift shops to the world’s largest hotel chains.
And if you and your enterprise are to succeed in tourism...you must embrace it too.

The challenging news is that tourism is a complex global industry that is dynamic and demanding.
Competition can be fierce. The things that Germans love might drive Americans crazy. There are no
weekends or holidays if you work in tourism. If clients are on vacation...you are not. Many visitors
expect to be taken care of 24 hours a day / seven days a week while on vacation. Some guests seem to
lose all ability to make even the simplest of decisions when they step foot in a new country, and will look
to you for direction, comfort, security, and assurance. You are their home away from home.

Doesn’t that sound fun?

The good news is that it IS fun! When you work in tourism, you meet people from all over the world
who arrive to your community or destination to learn more about you. They come to hear your stories,
explore your nature, and experience your culture. If they are treated with care and respect, they will
return that appreciation and kindness right back to you.

And even if your community tourism enterprise can’t provide five-star amenities like luxurious spas and
Egyptian cotton bed sheets...you can still provide five-star service. There are countless ways that you
and your staff can go above and beyond “standard” service every single day.

Begin with a smile, and a friendly “hello”. Get to know your guests’ names...and use their names when
you speak to them. Ask your guests what interests them...and then try and provide that experience.
Fold your bath towels into silly animal shapes and place them on the bed wearing a pair of sunglasses.
Bring a tired guest an unsolicited glass of fresh-squeezed juice. Place a bowl of water filled with fresh
flower petals at the door so clients can wash their feet after a bare-footed trip to the beach.

Why do we treat clients so well when they come to visit? First, because it’s the right thing to do.
Second, because most of these things don’t require anything more than effort and creativity. And third,
because if you do these things...your guests will go straight home, sign into “TripAdvisor”, and tell
everyone they know about the wonderful place they’ve discovered. They will go on and on about the
quality of the staff and the service, and they will encourage their friends and families to visit too.

The “Staff Training” sustainable tourism toolkit is designed to help your staff — from boat drivers to
waiters to security guards — realize that it is everyone’s job to provide five-star customer service to
clients. And through defining roles and responsibilities, using simple tools such as check lists and
process charts, and simply discussing the importance of customer service with your staff...you will
succeed!
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Overview of Lesson Plans

Presentation: Training Methodology

The trainer provides an overview to the way in which the classes will be taught each day of
the course. This teaching methodology is referred to as the “4 Ps” approach. The “4 Ps”
describes the framework of a lesson plan that allows for a highly efficient level of knowledge

Food Services
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retention by participants. Not all lesson plans have all four...but many do.

The “4 Ps” stand for Presentation, Process, Practice and Production, as explained below:

Lesson Phase
1. Presentation

Overview
Teacher—
facilitated;
teacher presents
a concept and
does the majority
of the speaking

Description

The first part of the lesson where the teacher gives the students an
overview of the information they will be learning. This follows a
traditional lecturing structure but is sure to present the information in
an interesting manner using various interpretive techniques.

Teacher—
facilitated;
teacher presents
overall steps to
complete the
activity/task

This section describes the step-by-step process (if applicable) that
needs to be followed to complete the activity or task being described
in the chapter. The process may also need to be followed for the
Managers & Mentors to complete their “Production” activity for their
own enterprise during or following the class or back at their site once
the course is completed.

student-centered.

Little to no
interference from
the teacher

3. Practice Teacher- This part of the lesson where participants are actively engaged in
facilitated; practicing what they have absorbed during the presentation stage.
student— Practice can happen with simple questions and answers but can have a
centered; teacher | greater impact the more inventive the activity becomes. Practice
encourages should be something interactive.
student
participation
Student- The final part of a lesson plan. As we are training job skills to be put
facilitated, into action at a particular site, production allows participants to begin

applying their knowledge and creating what will be needed back home.
The Production portion allows participants to begin generating the
necessary framework for their own enterprise. They leave the course
with this information feeling they have accomplished real work that
will help their community, giving them a good basis to move forward.
Production allows students to exercise and apply their knowledge to
practical, real world situations.
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Food Services: Menu Design

1.1 Menu Design

Overview:
Within this chapter, we will discuss:
* How to create a menu that is both pleasing to the eye and the taste buds.
* How menu design is key to a tourist’s experience, as many people travel expecting
the food to be part of the trip.

Materials:
* You will need a white board, Flip Chart Paper, whiteboard markers, paper/pen for
students

Time:
3 hours

Trainer Notes:

The menu design lesson is a short breakdown of the theory behind menu design and what
international standards of food are expected of businesses when serving clients from around 3
the world. The lesson is pure theory, and has little hands on activity, which means it should be
kept short to keep everyone’s attention

Icebreaker

The instructor should ask students what kind of food they have for breakfast, lunch and
dinner. Get them discussing what they like about food, if they think taste is all that matters
or how it is presented matters (the aesthetics).

10



Presentation:

The presenter should cover general tips of good menu design for restaurants. The tips can

Food Services: Menu Design

be written down and discussed on the white board.

Tourists interested in sustainable destinations

typically enjoy food that is:

* Healthy

¢ Sustainably harvested
* Local

* Organic

e Delicious!

Here we can see some examples of how some

restaurants both develop menu items that

embody and represent many of these trends in
food services, as well the language they might use
on menus to communicate the unique and sustainable qualities of their food to guests. Take a look, and

discuss.

Tourism Tips!

Menu Design

* Never serve leftovers
from a previous meal

* Water always needs to be
accessible: in the dining area, in
the rooms, on tours

* If water is not served from a
bottle (i.e. tap, larger
containers, etc.) tourists
assume it is not safe unless they
read something that says it is
filtered and safe to drink.
Therefore, always have a sign
near water sources that says:
“This is potable water that is
safe to drink”

* Make sure fonts are clear and
readable and work well with
the design of your menu and
the feel and décor of the
restaurant.

* Text boxes highlighting special
menu items draw attention to
those items.

* The average person only spends
109 seconds looking at a menu;
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Food Services: Menu Design

so make sure yours is precise and easy to read!

* Having certain items available in two sizes can encourage people to upsize, thinking they are getting
a better deal.

* By lining up the prices in a single column on the right, many people will scan the prices and base
their decision only on the most economical choice. To avoid this use center justification, so the
prices are scattered. This way, customers will choose the dish based on their taste preferences.

Food Allergies:
Typically, we ask during the tour reservation process if clients have a food allergy or are vegetarian.

With this information we:
* Make sure the allergy is portrayed on the tour work order or voucher that the guide or company
uses to communicate needs and tour details to staff.
* Ensure the guide is aware of the allergy
* Notify the restaurant manager of the food allergy
* Ensure that both the kitchen and the wait staff are aware
* Never ignore these particular needs.

The most common food allergies are as follows.

* Nuts

*  Milk/Dairy products
¢ Seafood

*  Wheat

* Egg

Healthy Food
Many international travelers, especially in the sustainable tourism market, are looking for food that is

delicious and healthy. Restaurants should always supply tourists with a local produce as part of the
meal (fruits and vegetables) as well as avoid frying too many of the courses.
Vegetarian vs. Vegan

Many people have decided to select a diet that doesn’t include meat or any type of animal product
whatsoever. They are called Vegetarians and Vegans. There is an important difference between the
two. Like food allergies, the reservation process should take this information from the clients and
ensure that the guide and other key tour staff know it so there is no confusion. The definitions of a
vegetarian and a vegan are as follows:

Vegetarian: A vegetarian does not eat any fish, meat or chicken. Some vegetarian meal options are as
follows:
* Salads, soy based products, quinoa, egg dishes, breads, fruit platters, cheese etc....

Vegan: A vegan does not eat any type of animal products at all. They will not eat anything with dairy
(milk, cheese), eggs, honey, meat, fish, chicken etc.... Some vegan meal options are as follows:
* Granola, cereals, nuts, fruit, soy based products, beans, bread etc....

Diversity of meals
If you are a tour that offers extended stays for your clients, then you should try your hardest to never
serve the same meal twice (unless its smaller meals like breakfast). If your clients are on a 3-day tour

12



Food Services: Menu Design

than they should not have to eat chicken for dinner more than once.

Traditional Meals

Traditional meals have an important place in menu design and with the sustainable tourism market are
often times preferred to “international” cuisine that clients eat regularly at home. Traditional food has a
story to tell, and should be served always with interpretation from the waiter or the guide. Make sure
that traditional food is not the only menu item available. It is best when the menu fuses a traditional
local food with cuisine the tourists are more accustomed to. When serving a local dish, the waiter or
guide should always try to keep the following in mind.

* Explain what is in each dish, especially things that could cause food allergies/reactions

* Tourists love the STORIES behind the food

* Always mentioning when things are locally sourced

* Try and put into context unknown foods, for example “The fruit you are about to eat is called ‘Forest
Melon’ —it is only found here and it has a flavor like a watermelon but a texture more like an apple”

Practice:

Break the students into groups of 4 and have them discuss a typical local dish they feel would
go well on a menu. Have students develop a script for the guide or waiter to present to the
clients when the food is being brought out. Make sure they include:

* Ingredients that are in the meal
* The history of the dish, why it is so popular
* Mention where the ingredients came from

- Did You Know? Food and Cultural History
f"? Food that is typical of a country or region often tells a story about cultural history. The
c ingredients, spices and cooking methods all speak to a way of life. For example the typical
Garifuna dish of Tapado, consisting of fish and seafood, plantains and coconut milk speak to
the Coastal and Island life of the Garifuna. The sourcing of the ingredients for this dish is a part of the
local cultural heritage. Telling the story behind the meal will leave your guest with a belly full of
knowledge.

13



Food Services: Meal Design

1.2 Meal Design

Overview:
Within this chapter we will discuss
* The details of each meal for the day.

* What tourists expect from these meals and how much they expect.

- N
-

Materials: g
You will need a white board, Flip Chart Paper, whiteboard markers, paper/pen for students '

Time:
3 hours

The menu design-meals lesson is a short breakdown of the theory behind menu design and
what international standards of food are expected of businesses when serving individual meals
for clients from around the world. The lesson is pure theory, and has little hands on activities.
Remember to always reiterate the importance of having water readily accessible to the tourists
throughout your presentation of each meal.

Trainer Notes: a

Icebreaker

The Instructor should as people what their favorite meal of the day is. Get them thinking
about what is the most important meal for them? How does each meal differ in what is
served and why?

14



Food Services: Meal Design

Presentation: Meal Design

g

Breakfast ))
Breakfast is the first meal of the day, and often times regarded as the most important meal

of the day. If your clients have a long day of active adventures ahead of them, it is important

they leave with content feeling in their stomach. Remember; have water waiting for the tourists when
they arrive. The breakfast menu should be cuisine that is more familiar to the tourists. The following is
a list of staple breakfast items for most tourists from North America and Europe.

* Coffee and Tea are staples. The service priority at breakfast is to get coffee on guest tables as
soon as possible after they sit down and even before you take their order.

* Eggs
* Toast
* Juices

* Cereals (granola) and Milk
* Fresh seasonal fruit, tourists absolutely love exotic new and delicious fruit

Lunch

Lunch is often times the most import part of the day for days when tourists are hiking and outputting a
lot of energy during tour activities. Because lunch is in the middle of the day, it should be planned
around activities. It often times can be served on the go in a box as well without losing too much of its
charm. This is not uncommon and sometimes people expect to eat their lunch away from the table.

In terms of options for your lunch menu, this meal provides slightly better potential for creativity. This
does not necessarily mean that you have to get too fancy with your menu for lunch and traditional foods
can be incorporated into the meal if they are eating at the lodge. Remember, water water water!

Examples Lunch on the run (boxed)
¢ Sandwich

* Fruit

* Chips

* Cookie/Bar

* Juice/Water

* You can dress up your boxed lunch with a few details such as
Fresh flower in the box

Different bread types (use wheat or fresh baked bread)
Natural deserts and fruit

Different types of juice

Use a box or Tupperware instead of a paper bag

Make sure everything is wrapped and fresh

Did You Know? Beans and Rice, the perfect combination!

The combination of beans and rice are recognized worldwide for their excellent nutritional
value. These ingredients although inexpensive provide all essential amino acids and are a
great source of carbohydrates, protein and fiber.

@r@ O O O O O O
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Food Services: Meal Design

Dinner

Dinner is often times the meal where the chef can get most creative. It is often times expected to be the
most extravagant meal of the day with the best ambience in the restaurant while the tourists are dining.
Lighting is very important as well as table settings and service during dinner. Diner is a social time
during which clients enjoy meeting other tourists and discussing the events of the day. Dinner should
always be done at a relaxed pace, with courses served one after another. It is also a prime opportunity
for the restaurant to sell wine and beer, so make sure the tourists are aware that these drinks are
available for purchase. The menu choices here should be a fusion of traditional local foods and more
familiar international cuisine. There is the most opportunity to be creative during this meal. The priority
when designing your menu for dinners is to utilize local seasonal ingredients, cooking styles and recipes.

Practice:
Now that you know a few new things about what ecotourists like, take 30 minutes to design a g
menu that reflects their preferences and your local culinary traditions. The menu should '
include:

* A breakfast

* A lunch (with a vegetarian option)

¢ Adinner (with a vegetarian option)

* A boxed lunch (with a vegetarian option)

Present your menu in front of the group as if you were a waiter introducing the menu to a group of

clients. During your presentation, be sure to include:

* A description of the main ingredients of the meals (particularly if there are ingredients that are meat
products or may cause allergic reactions)

Write 5-10 interesting facts about your meals to tell the story of the food.

» Did You Know?
Lg Did you know that Anthony Bourdain and

C Adam Richman of the popular Travel
Channel shows “No Reservations” and
“Man vs. Food” have nearly 500,000 twitter followers
combined! Their shows air on a channel that is viewed
by 100 million viewers, all who watch for the sole
purpose of seeing new potential destinations or at least
dreaming about them. The allure of food and travel has N
-

ey
taken center stage in the travel television world, so any Ny .
tourism business should make what they serve to ' - q
tourists a priority. ' )
Quiz:
* What is the meal when you shouldn’t stray away from food your clients are most

familiar/comfortable with? (Breakfast)

* s it ok to plan activities that have tourists away from a restaurant for lunch? (Yes)
* At what meal should the service be at its best? (All!)

16



Food Services: Meal Design

Practice Discussion: Food Freshness

It is crucial to discuss the rule that a restaurant should not hold on to food items longer than
16 weeks. It is important that all ingredients are fresh. Everything with the exception of
closed canned goods should be switched out if not used after 16 weeks.

Ask students why they think it is important for them to take note of the expiration? It is crucial to be
aware of the expiration for many reasons. One is to manage the freshness of your ingredients or to help
keep track of when to place orders for new produce or canned goods. Another important reason the
expiration date needs to be recorded is to determine which items will need more travel to transport.
Often times in a business where you have to transport food to a lodge or isolated area, it is probably
best to cut transportation costs by sending the food with tours that are already headed to the lodge.
Make sure your students understand that the chefs need to be in charge of the ingredients and what is
needed when a certain number of tourists are coming on a tour. This will be covered in detail in the
food services job descriptions chapter.

Warning!

Please remember that food allergies are a serious issue, and can cause major damage to a
business if not monitored very closely, especially if your business is in an isolated part of the
world where access to a clinic or hospital means hours in a boat or car. Make sure the
communication between your reservations team and the staff members in the kitchen and
at the lodge is crystal clear, and ALWAYS leave a paper trail through service orders etc....

17



Food Services: Menu Costing & Pricing

1.3 Menu Costing & Pricing

Overview:

Within this chapter we will discuss:

. How to determine how much the meals will cost your business so you may set a fair price
Materials:

Whiteboard with costing sheet on it, costing sheet print outs for students, pen/notepads, and flip
chart paper

Time:
4 hours

Trainer Notes:

This is a hands-on lesson with lots of practice. Keep in mind that its Important for the studentsto £
have their menus they designed in the previous practice so they can actually price them out after

the

Icebreaker

Ask the students who has been in a restaurant before. For those who have, inquire as to what
they paid for their food? Ask them what steps they think the restaurant took to finalize the
price and what are some of the main factors that go into determining the price of a meal.

18



Food Services: Menu Costing & Pricing

)

Presentation: Calculating Food Costs

Calculating tour costs is usually pretty straightforward. The one cost that is sometimes a bit
more complicated to calculate is food costs. A meal — whether it is breakfast, lunch, or
dinner — typically has lots of different ingredients. Sure, it’s easy to calculate the cost of one
can of soda, but how do you cost a bag of rice that you can use for five individual meals? Well, it’s
actually quite easy.

"

£

T

First, you list all of the different ingredients that are going into a particular meal. In our example below,
we have food items like chicken, bananas, and rice. We also have beverages like soda and coffee. And
finally, we also have items we use to prepare the meal such as cooking oil. Beside each food item also
list how each “unit” of that item is sold. For example, soda is sold per can, rice is sold per pound, and
cooking oil is sold per bottle.

Next, list the cost of each item per

. Cost per | Units per | Cost per
unit. In our example, soda is $.50 per Food Item Unit Unit Meal Meal
can (or per unit), rice is $1.25 per Chicken oound | & 1.50 05 3 0.75
pound (or per unit), and cooking oil is Cooking OIl bottle S 230 01 s 023
$2.30 per bottle (or per unit). Bananas oach S 0.50 1 S 0.50

Rice pound | § 1.25 0.25 $ 0.31
The next step is to define how many Tomatoes each S 025 1 S 0.25
units you need to prepare one meal Cucumber cach S 050 05 $ 0.25
(for one person). In our example, Carrots pound | § 2.35 0.25 $ 0.59
one meal for one person takes 1 can Onion pound | & 1.50 0.25 S 0.38
of soda, % of a bag of rice (or .25 in a Pinepple each S 1.00 0.25 $ 025
numerical value), and 1/10 of a bottle [Coffee pound | 5 4.00 0.05 $ 020
of cooking oil (or .10 in a numerical Sugar pound | $ 3.00 0.05 $ 0.15
value). This means that we use 1 Soda can S 0.50 1 $ 0.50
bottle of cooking oil for every 1 TOTAL| § 4.36

meals. 1 divided by 10 equals .10.

Then, multiply your costs per unit times your units per meal. When you do this, you are calculating the
cost per meal of that particular item. So for cooking oil, we multiply the cost per unit ($2.30) times the
units per meal (.10) and we get $.23 in cooking oil costs per meal.

The final step is to add up all of the costs per meal to get our total costs per meal. This number ($4.36)
represents the total cost of all the different food items to make one meal for one person. We now have
the cost for this particular meal. See...wasn’t that easy?!?!?

Tourism Tip!
If you are including many meals in a Tour Cost/Price Sheet (for example, you might have 10+ §\Mj
meals over a three-day tour) you may want to simply pick an average price for your food/meal %\"
costs per pax. But be careful, the average food costs between breakfast, lunch and dinner can /
vary greatly...so it’s usually best to develop an average cost for each of those three meals, and use
that in your tour cost calculations.
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)

If the business you are working with plans on charging separately for food then the pricing of the meal is
fairly simple. Once the cost of the meal items is finalized the final price depends on the profit margin
the business wants to use.

Presentation: Calculating Food Prices
Now that we have defined the food costs per meal, we are ready to set a desired profit
margin for our meal that will then help us determine the price per meal.

Ricgzs>

Normally a profit of 30-50% should be sufficient to cover operating costs and still provide a nice profit
afterwards while not overpricing the food being served. Although it is important that the price gives the
business a nice profit margin, the business also needs to consider how much people are willing to pay
for certain dishes so no to over price menu items.

In our example, we will use 30% for our profit margin. Here is the formula we will use to calculate our
price per meal:

Formula: “Price Per Meal”

Price per meal = costs per meal / 1 — profit margin

Using our sample meal that had a cost per meal of $4.36, the price per meal calculation looks like this:

Price per meal = cost per meal / 1 — profit margin
Price per meal =$4.36/1-.30

Price per meal = $4.36 /.70

Price per meal = $6.23

When the price comes out to be something like $6.23, it is usually best to round up to make a nice
round price for the meal. So the final price of this meal per person would be $6.50 USD.

If the business is planning on being an all-inclusive package, the costs of meals need to be incorporated
into a more complete costing sheet that manages the costs of the entire tour. This activity should be
done by the managers of the company, and was covered in the “Business Planning” toolkit.

Tourism Tips!

* Sourcing locally for certain
commodities such as eggs, fruit and
coffee can help shield you from
price fluctuations in the market.

* Having menu items that change
seasonally can allow you to offer a \
specialty that has its own appeal, \‘\
along with having a higher profit \\ 0

|

margin. Basing “seasonal” dishes on
food that are plentiful and

inexpensive during certain times of '
the year assures your guests of
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fresh high quality ingredients, while providing you with potential to maximize your profits with a
little creativity.

Practice:

Have each group from the meals lesson plan take their menus and develop costs and prices
for the breakfast, lunch and dinners they designed. This is a long process, so allow up to two
hours for them to finish.

Production:
Have each group present to the rest of the class their menu costing tables and prices to the
rest of the students.
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1.4 Hygienic Food Preparation

Overview:

Within this chapter, we will discuss:

* The ways in which a restaurant should store and prepare the food in the most hygienic
manner.

Materials:
White board, flip chart paper, paper/pen, and access to a kitchen

Time:
2 hours

Trainer Notes:
The main goal of this lesson will be to get people to develop a checklist for cleaning their
kitchen before during and after meals as well as for storing food and preparing food for meals. §
These checklists are crucial and should be meticulously followed by kitchen staff to avoid any
problems.
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Presentation

Go over the importance of a checklist in the kitchen. Employees should be expected to
memorize the list of steps they must go through to properly prepare the food, but there
should always be several copies of the list posted throughout the kitchen for reference
points.

Make sure to point out when talking about the use of disinfectants to define the difference between
them and just soap and water.

When thawing food, do it in the refrigerator. Make sure it’s on the bottom shelf it is safely wrapped so
there is no risk of it dripping onto other food. If you have to speed up the process hold the food under
cool running water. Never use hot or warm water to thaw food.

Food should never be left out for very long, and should be served as soon as possible after cooking is
done. Bacteria develop on food between the temperatures of 41 degrees and 140 degrees F. Therefore
food at these temperatures left out for extended lengths of time must be avoided.

Checklist items:

Personal Hygiene

Wash hands (always have a sign to wash hands
above sink)

Hat or hair netis on

Keep fingernails short and clean

All cuts and scratches on employees have been

properly cleaned and bandaged —
Do not smoke, spit, pick nose or clean ears with ‘!:‘* - 4

fingers - o
Do not handle food when you are sick & e

Do not cough or sneeze around the food

Do not blow or breathe on glassware or cutlery to

polish it

Do not comb or touch your hair

Do not wipe off perspiration with bare hands

Do not taste food with fingers or dirty spoon

Do not wear jewelry/accessories that may drop into the food

NN NN N RN H

Area Cleanliness

Utilize antiseptic detergents to clean all
kitchen areas

Ensure all utensils have been
thoroughly cleaned before use

Floors and countertops should be kept
clean and dry

Wipe surfaces clear of detergents

Put cleaning supplies away before
bringing out the food.

NN BN ©H H
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Food Preparation

M Always keep raw food below cooked food

M Use different knifes to cut raw food

M Wash hands thoroughly after handling raw food
M Do not allow cooked food to sit out before serving

Food Storage

M Separate raw and cooked food in the refrigerator

M Vegetables and produce stored and checked for freshness
M DO NOT refreeze thawed food that has not bee cooked

Tourism Tips!

* Raw and undercooked foods are most often associated with
food borne illness. If you have these types of items on your
menu it is customary to list a warning of the danger of &S =
consuming raw or undercooked foods.

* Color coding knives and cutting boards used for raw meats
can help prevent cross contamination.

Practice:

The instructor will have arranged the use of a kitchen before hand and set it up with mistakes
that the students must identify and correct. Some of the mistakes the instructor could use
are the following

. Dirty countertops

. Food not well organized

. Raw food left out to thaw

. Food stored with raw and normal foods close by in the fridge
. Utensils not in proper storage

. No sign for employees to wash their hands

Production:
* Have the students produce checklists from their heads without the use of the
whiteboard.

- Did You Know?
Ei? Often foreigners do not have the same resistance to viral agents as do the local population.
P As such they can get sick from water that does not affect the local population because they
have not developed a resistance. It is very important to make sure that water used in food
preparation has been adequately filtered and is safe for your guests.

24



Food Services: Table Settings and Ambience

1.5 Table Settings and Ambiance

Overview:

Within this chapter, we will discuss:

. How to properly and safely set a dining room table.
. Creating good Dining Ambience for the guests.

Materials:
White board, flip chart paper, paper/pen, table, napkins, glassware, and cutlery

Time:
2 hours

Trainer Notes:

The main goal of this lesson is to have students practice and understand the importance of a
well-done table setting. The instructor should be putting a lot of emphasis on DETAILS. In %
tourism the details can make a huge difference as to how clients perceive your services.

Icebreaker

Students will be divided into groups of 4 and assigned a table to each group. The instructor
will ask the students to make the table to the best of their knowledge. Cutlery, glassware,
plates and napkins will be provided. Once they have finished their table settings, the
students will sit at their tables and await the presentation section to begin.
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)

The instructor reviews how the table settings work and where each item needs to go before covering
the picture back up, and allowing the students to make the proper adjustments to the table they just
set.

Presentation: Table Settings
After the icebreaker the instructor should have up on the white board the general lay out of |
all the positions of a simple and proper table setting. \

Rz

After discussing the table setting

arrangement, the instructor should

discuss the importance of limiting l
outside noises (such as generators)

during meals and the importance of

lighting during dinner. Candles and

low lighting always create a more

inviting ambience for dinner.

The instructor will then discuss the
details of table settings, and write
them on the white board for the
students to take note of.

L™
Details:
¢ Napkins Figure 1: Traditional Simple Table Setting
. Placemats
. Table décor

The instructor will pass out information on
napkin folding, and have the students practice
folding some simple napkin designs that will
make the table setting more aesthetically
pleasing.

Placemats will be discussed as a way to show
off a bit of local artwork. Placemats should be
made from local materials and give the table
a more local and traditional feel. They also
play a role in creating a more hygienic
atmosphere for the client.

The Table décor references the need for local
flowers and table centerpieces to help create a more charming ambience.

Practice:
The student groups will set tables and try to make them as presentable as possible. A class
vote will determine the best made table setting.
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Tourism Tips!

* Make sure table decorations are not too high and do not obscure your customer’s view
across the table.

* Music is a part of a restaurant’s ambiance. Make sure music is pleasant and at a volume
that will not impede on your guests conversations.

* The table setting is a great place to get creative. Dressing up your table to match a restaurant theme
is a great way to add to the ambiance and the experience of your guest. Try using different napkin
folding techniques or themed tea light holders. Candles can be made from discarded shells; placing
them in a dish of sand will prevent any wax spills.

Table Ambiance...Creative Ideas
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Food Services: Serving Food and Waiting Tables

1.6 Serving Food and Waiting Tables

Overview:

Within this chapter, we will discuss:

. The role of a food server and their importance to the overall dining experience.
. How to serve food in a sanitary, professional and engaging way.

Materials: %

White board, flip chart paper, and paper/pen, trays, plates, cups, and a pitcher of water.

Time:
3 hours

Trainer Notes:

This lesson will require the students to move around a bit. A role playing activity is involved
so be sure to set up the tables where you will be practicing serving food before hand, so not
to lose time setting up during the lesson. There will be a need for one set table per five
students.
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Presentation

Serving food is a very involved job, and it requires a server to be engaging and involved with
the clients. This presentation will be short, and go over the basic prep jobs the wait staff
should do before hand, creating a checklist for them before clients arrive. Then the second
part of the presentation will be a hand on display of how to actually engage the tourists, know the
menu, and properly and hygienically serve your clients their food.

Prepping the table and making sure all the plates and silverware are clean before making the place sets
is crucial and a necessary prep step for all servers, whether they are individual waiters or the guides.
After discussing these jobs briefly with them, go to the white board and develop a checklist for the prep
of the restaurant a server is responsible for.

Checklist items:

Personal Hygiene
M Wash hands
M NO SMOKING

Area Cleanliness

Sweep floor

Wipe down tables

Put on table clothes (if applicable)
Make sure all silverware and plates
are clean

Make the tables

N RRXMF

Once the prep checklist has been reviewed, the instructor will begin going over client/server interaction.
It is important that food servers supply clients with the proper information about the meal while also
engaging in brief and friendly interactions such as: letting them know your name, asking them if they
have food allergies, engaging short conversation about their activities today. It is crucial to note that the
food server should not be too overbearing when engaging the client. Keep small talk to a minimum, and
all in the first introductory conversation. If the client wants to continue to talk to you, allow them to
control the conversation. Many times, clients will prefer to have a conversation with their table, so the
food server most be able to read how much the client actually wants to speak with the server. Often
times restaurants develop an introductory script for the server’s to utilize that embodies everything we
previously talked about above. On the board the teacher will write out an example script to show
students what sort of components their introductory comments should have in them.

Script: When the server approaches the table (with a smile!!l)

Server: Good evening, my name is and I'll be your server this evening. May | bring you a
drink to start off?

It’s also important as a waiter to let the clients know what is on the menu. Ifitis a la carte, then you can

allow them to peruse the menu that is on the table, and perhaps makes some suggestions. If the meal is
already prepared, then the server should let them know what is being served.
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It is also the server’s job to sell certain items on the menu. Drinks other than water, soda, wine and beer
are items that should always be suggested to any client of legal drinking age (during lunch and dinner).
A simple offer at the beginning of the meal, something like:

Server: Can | bring you anything to drink other than water? Perhaps a cold soda or beer. We also
have wine if you like?

This type of suggestive selling of products is not only helpful to the client who is just getting acquainted
with what is on the menu, but also helps the business increase sales and often times the amount of your
tip. Please do not OVERSELL things and never overextend your welcome at the table.

The instructor will then move onto the actual service of food. It is crucial that the server knows how to
properly pour or deliver drinks, serve a plate of food, and clear the table as the meal occurs so people

continue to have enough space in front of them.

Pouring Drinks/Serving drinks

Have a diagram of a table looking down LSy
from above, as seen here.

Show on the diagram where the waiter ‘N ’.’.: v w7
should approach to deliver or serve the D

drinks. If the waiters are using pitcher to *4,'-‘ e - i
pour water or juice into the client’s glass it v X \ ,
is crucial that the do so from the right, as | ; ':’ AN | ‘ ‘
the glass will always be placed on the right Y ¥ .: )
side. Remind the students that when r 3 U
pouring from a pitcher with ice in it, it is "“ \ - |
always good to ask the client if they would A\ - V4 !
like ice in their cup. If the client does not y S g

want ice in their glass with the drink, pour

slowly and carefully from the small mouth of the pitcher. If the client does want ice in their glass, then
the server should pour from the side of the pitcher permitting ice to fall into the glass with the drink. If
the waiter is bringing out drinks that are already poured, a tray should be utilized. When picking up and
setting down the glass it is Important they hold it by the bottom, so not to get their hands anywhere
close to the mouth of the glass. The waiter should also always doe this from the RIGHT.

Serving plates of food

Plates of food are often times served already prepared in this day in age. It is important that if you are
serving food that already has been arranged on the plate to do so from the RIGHT, and to always pick up
and put down the plate holding the bottom, and to avoid touching the plate in any part where food may
also touch. If the server is serving food from a platter where either the waiter serves from or the client
will serve himself or herself, they most present this from the LEFT. When serving side plates such as
bread or vegetables, the server must do so from the LEFT. Everything else a server does while placing
food on the table should be done from the RIGHT.
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Clearing tables correctly

When clearing tables during the meal, it is crucial the server is consistent with the side they come from
for the plates they put down. The majority of times the waiter can approach the clients and clear plates
or glasses from the right. The only time the server can clear dishes from the left, is when they are taking
away the side dishes mentioned above that were originally served from the left. When clearing the
table ALWAYS ASK IF THEY GUEST IS FINISHED before taking anything away. You may do this by asking a
simple, “May | clear this plate for you?” Or “May | take this away?” This must be done for drinks as well,
especially alcoholic drinks.

Process: :

This lesson is fairly hands on. The instructor will basically do a short over view on food serving € pf .
etiquette and how they should approach it. During the instruction on top of diagrams its 15}
important to have a table set up and to show them physically what you are describing on the

board, so they can take that demonstration into the practice segment.

Practice:

The students will be divided up into groups of five. Each group of five students should have a
set table with four chairs. They will take turns sitting at the table, and being served by one
waiter. The waiter will practice with pouring and serving drinks from the proper side. Students can
give feedback, and it is important for them to experience it from the point of view of the client. Once
everyone has gotten a turn as the server, students will come back into a whole group and discuss what
was the hardest part. Was the conversation between clients and waiters good? What can people work
on to improve?

Production:
Manager/Mentor tasks to complete their Operations Manual:

During the course:
. Checklists developed
. Develop scripts for the serving staff to loosely follow when first interacting with the client.

After the course:

. Create a job description for the server as well as directions on how to properly serve drinks and
food.
Warning!

The server should always be mindful of what the client wants. It is crucial to supply them with
as much information as they want. Often times they will ask you to suggest things if the
menu is not already decided for them. When suggesting items from the menu offer a range
of prices, and do not only suggest the most expensive items on the menu.
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1.7 Best Practices in Food Services

Overview:

Within this chapter, we will discuss:

* How the food services part of a business can contribute to conservation

* How the food services part of a business can reduce costs through waste reduction and

recycling

* How the food services part of a business should operate so to instill best practices into their
employees.

Materials:

Whiteboard, markets, paper from students

Time:
2 hours

The trainer should have different types of recyclable goods as well as organic and straight
waste prepared for the practice of this lesson.

Trainer Notes: a
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Presentation

This presentation is aimed at listing out ways that a company can help conserve he
environment as well as costs. The instructor will list out the many ways to better the
restaurant’s operations. This course is meant to get people thinking about all the reasons
why we do certain things when disposing of waste or buying food, so they can carry that
understanding forward with them in their work.

Best Practices in Food Service:

* Separation of recyclables, organics, and waste (there will be a practice activity for this). The
instructor should do a brief explanation of what the differences are between the three types of
waste.

* Try to utilize transportation already paid for to transport food supplies (i.e. utilize the boat the
tourists have booked to transport necessary supplies to the restaurant so not to waste gas and have
to pay people more money).

* Always use refillable items. Refillable condiment bottles for example. Buy condiments in bulk and
utilize the refillable bottles.

* Always utilize washable plates and glasses to cut back on waste, but also to cut down on the need to
purchase new dinnerware.

¢ Utilize cloth cleaning towels as well as cloth napkins to cut back on the waste produced.

* Consider buying shelf stable foods in bulk. Foods that have a long shelf life are more easily bought
in bulk, so you can save money when you buy in large quantities.

¢ Carefully plan your perishable good purchases to limit your waste due to spoilage. Itis always
important to carefully plan out the purchase of vegetable and other perishable items according to
the amount of food and clients you will have. The better you can have these purchases planned out,
the less food you will waste.

* Establish a compost Composts are great for creating good topsoil for gardening and growing your
own vegetables on site. This can also become part of a tour, as many guests are interested in
sustainable activities.

* Properly dispose of oils and grease used during cooking. Never dump used oil and grease into the
sink or out onto the ground. The oil must be properly disposed of in a glass or plastic container. It
then must be taken to a landfill.

* Make your trashcans smaller and the recyclables and compost deposits bigger. This will help remind
employees not to always just throw waste in the trashcan and to stop and think what type of waste
itis.

* Making sure your fellow employees are participating. One of the most important ways to reduce
waste and cut costs in a restaurant is to make sure the staff is trained, but also make sure that staff
members remind each other during shifts of the importance of cutting back on waste and disposing
of waste properly.

Process: zx
This lesson will help students understand some of the basics of best practices in tourism. The o ; »
instructor will mostly give the lecture with the 11 best practices above, with a short activity in .Lf}
the practice section.

Practice:
Understanding what constitutes a recyclable, organic, or waste product is key to insuring the
waste created by your restaurant ends up in the right places. The instructor will have prepared
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different types of waste and put them on display on a table in front of the classroom. The students will
have to indicate what type of waste it is.

Production:
Manager/Mentor tasks to complete their Operations Manual:

During the course:

. Students will develop a list of recyclable and organic wastes.
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1.8 Food Service Job Descriptions

Overview:

Within this chapter, we will discuss:

* The different roles and responsibilities within the restaurant staff. Itis important that
each staff member understands their role, and also has a basic understanding of the

other positions in the restaurant.

Materials:
You will need a white board, Flip Chart Paper, whiteboard markers, paper/pen for students

Time:
2 hours

Trainer Notes:

The job description lesson is a discussion with students. There should be a lot of student ¢
interaction with the instructor during the lesson, and a lot of the content developed during the
lesson should be student driven.

Icebreaker
Ask the question, what personnel do you need to run a restaurant? Write down any
answers that come out of that and keep them on the whiteboard.
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Presentation:

Based off the list the students created and with additions made by the instructor, the

instructor will then begin making a list of responsibilities for each position. After each list is ))
completed the students will discuss with the instructor the type of personalities that would

be best for each position. Personality traits are important factors a business needs to examine when
they hire or assign jobs. Too often in small businesses located in developing countries, jobs are often
times handed out with no prior interview or selection process. The quality of food and service in the
restaurant is very dependent on the staff.

b
%

Rz

Some restaurants will need only the cooks and wait staff (or guide) working to make the meals
enjoyable for guests, but other places may have more demand for other jobs. The first three positions
will be for any restaurant, and the last XX positions are optional but will help improve the experience of
your guests if the enterprise wants their dining experience to be a higher-class affair.

Roles & Responsibilities: Cook

* Menu design

* Menu Pricing

* Supervises the cleaning of the kitchen and
inspects it before cooking begins

¢ Direct the preparation of food

* Cook meals

* Approve food before it goes out to the guests

* Keep records of food inventory

* Order food when needed

* Wash dishes (when other staff is not available)

Roles & Responsibilities: Cook’s Assistant
* Follow head cook’s orders

* Cleans the kitchen

* Preparing the ingredients

* Cooks meals

¢ Assists with inventory tracking

¢ Stores food properly after meals are served

* Wash and store all dishes, pots and pans.

* Separate organic waste from inorganic waste
* Dispose of garbage

Roles & Responsibilities: Food Server
* Set the Table and prepare any decorations before
guests arrive (If there is no busboy)
* Make sure that customers are seated comfortably (If there is no host)
* Take drink orders or explain to them where they can find drinks
* Explain what will be served today, or offer menus allow costumer to ask questions about the food
* Take orders and put them in to the kitchen
* Insure the customers drinks are always full
* Serve the food in a sanitary manner (hands on the bottom of plates)
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Remove dishes from the table once the meal has finished (if there is no busboy)

Roles & Responsibilities: Busboy (Optional)

Set tables and prepare any decorations before the costumers arrive

Fill water glasses for costumers

Clear tables and take dirty dishes to the kitchen when done.

Answer costumer’s questions about menus and notifies the server if they need anything
Dispose of the garbage

Roles & Responsibilities: Host/Hostess

Organize reservations if the restaurant takes them

Sets costumers when they arrive

Hands out menus

Ensures that the wait staff isn’t over worked and organizes where costumers will be seated.

Roles & Responsibilities: Dishwasher

Practice:
Have the students develop interview questions for each of the positions, and practice
conducting interviews with each other.

Cleans dishes, pots, pans, silverware, and glassware as they come in
Dries and stores dishes in their proper place
Insures that all dishes are clean before storing them
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1.9 Food Service Emergency Planning

Overview:

Within this chapter, we will discuss:

* What sorts of emergencies should a restaurant prepare for

* How to plan for those emergencies

* How to make sure your staff all knows and understands what to do in case of an
emergency

Materials:

Whiteboard, markets, pen and paper
Time: |
2 hours

Trainer Notes:
Emergency planning should always come with some sort of First Aid training given through a
Red Cross first aid training course.

Icebreaker

The instructor should ask the students what sort of emergencies do they think can happen
in a restaurant. Write down the emergencies they mention that we will be covering in this
lesson...fires, food allergies, burns and choking. Once they have discussed some ideas and
the instructor has them thinking about what could go wrong in a restaurant, the instructor
should also ask how these emergencies could be prevented. Once there has been a
discussion on prevention techniques the instructor can go into the lesson.
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Presentation
Emergencies do happen, and it is always important to prepare for the worst, especially when
you are working in isolated areas. Preparing for the worst must always be accompanied with

Food Services: Food Services Emergency Planning

plans for prevention as well. A good emergency plan is always accompanied by prevention

methods.

The instructor should have been writing the students ideas down and have the following emergencies
up on the board.

Food Allergy, Choking, Fires, Burns

With each one of the scenarios, there should be a prevention method and an emergency action plan
that takes you through the steps of what you must do should one of these scenarios play out. The
instructor will write two columns, on titled Prevention and the other Action. The instructor will then
review with students the different ways the emergency can be prevented, and then discuss what steps
would need to be taken if the emergency ever occurs.

Emergency

Prevention

Action

Scenario
Food 1. Reservations should always ask Depending on the severity of the allergy
Allergy clients if they have allergies. 1. Determine whether the allergy can be
2. Waiters should always ask if there treated on site or they need to be taken to a
are allergies. clinic/hospital.
3. The work order forms (if you’reina 2. If they need a clinic, assist the client to the
lodge) should note the food allergy on clinic, if in isolated setting, it is absolutely
them. essential to always have the boat or other
4. The chef should always ask the form of transportation present for
guide or waiter if there are any food emergency evacuations.
allergies in the group
Choking 1. Make sure clients know when there 1. Make sure they are choking and it isn’t
are bones in the food (especially in fish) something else.
2. Make sure small children are eating 2. If the person is coughing and not turning
with adult supervision blue, its best to just let them try to work the
3. Have staff trained in first-aid piece of food out themselves
3. DO NOT give water to a person coughing,
as that fills up the space that is partially
blocked.
4. If the person is not speaking or coughing
and is turning blue, they have a completely
obstructed air pathway. One of your trained
staff will need to do abdominal thrusts
(Heimlich maneuver), and if it is an infant,
back blows and chest thrusts should be
administered. It is crucial that staff members
are trained in first aid.
Fires 1. Fire extinguisher needs to be on 1. If fire breaks out on a pan or pot, use the
hand always. top to simply smother the fire
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Burns

2. Chefs should never leave anything
cooking unattended

3. Keep a clean stovetop, clear of
grease.

4. Have the chefs roll their sleeves up
with cooking

5. Keep flammable things away from
stovetop at all times

6. When cooking make sure pot
handles are not hanging out over the
stove

Burns are serious, especially for your
employees who work in the kitchen.
These steps can be taken to decrease
the chance of a burn happening in the
kitchen.

1. Employees should always wear close-
toed shoes

2. You should use trays for hot plates
(always tell the clients the plate is
hot!!)

3. Never reach over the tables as a
server

4. Use hand protection in the kitchen
(oven mitts)

5. Avoid dropping food into hot oil or
water, place it carefully

6. Handles of pots and pans facing in
and not sticking out over the stove.
7. Try not to overfill pots and pans

8. Open lids away from your body.

Food Services: Food Services Emergency Planning

2. If a fire breaks out from a microwave or
broiler, cut the heat source off immediately
3. If the fire is based in grease, DO NOT use
water, try to cover it with a pan lid to cut off
its oxygen.

4. Use the fire extinguisher

If someone is burned...

1. Cool the burn with cold running water for
at least 5 minutes

2. Look for blistering or missing skin (if the
area is larger than an arm of the thigh is
blistering then the person should be taken to
a clinic/hospital

3. Mild burns without blisters should be
treated with ointments or sprays that the
first aid kit should have available.

4. Cover the burn with bandages.

Table 1: Food Service Emergencies

Practice:

The instructor should divide the students into four groups. Each group is assigned one of the
emergency scenarios. They should devise a skit that acts out a scenario. After each scenario is
acted out the instructor and other students should discuss whether or not everything was
covered and give suggestions to improve on the emergency plan.

Production:
Manager/Mentor tasks to complete their Operations Manual:

During the course:
. Develop the restaurant emergency prevention and action plan.
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1.10 Food Services “Extras”

Overview:

Within this chapter, we will discuss how to

. Manage any food extras such as alcoholic beverages, snacks or sodas.

. Three different ways to offer the sales of beer/wine/snacks/soda in this chapter.

Materials: -
You will need a white board, Flip Chart Paper, whiteboard markers, paper/pen for students ,

Time:
2 hours

It is crucial that students walk away from this lesson understanding how to promote the sale
these food extras and how to keep track of the money.

Trainer Notes: a

Icebreaker

The instructor should show the students the prices of alcohol in bars and restaurants in the
states and Europe to give them an idea of how much people do spend when they are out
enjoying themselves. It should be reiterated that these prices are just an example, and
people expect the prices when they are travelling to be slightly less than at home.
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Presentation:

Promotion

It is important that guests know what drinks are available and for how much. Therefore
separate drink menus or a standing menu on the table should be supplied for the guest to
read when they sit down. All drink items should be clear with the prices next to them.

Pricing

When fixing a price of drinks, it’s best to look at other local restaurant prices for the same drink.
Competition is a main driver of price in this instance. If your students work in a lodge or hotel that is
isolated, they can often times charge slightly more.

Collecting Money

Many times the food “extras” will be the only money exchanging hands during a tour as the rest has
already been paid for. There are several ways a company can decide to collect money from all the food
extras bought during a tour.

Payment on delivery
This is when the company collects the cash as the exchange is being made.

Advantage: The transaction is done immediately and there is no room for error.

Disadvantage: are that it may annoy the tourists to have to doll out money every time they want to buy
something extra, and therefore discourage them from purchasing as much.

Credit until the end of the trip

This is when the company keeps a running tab of all the extras bought by a certain group and then asks
for them to cancel the check at the end of their stay. Itis important when you do this to have only one
place where extras are bought so the check booklet can be updated with each purchase. Usually the
employee giving out the extra should ask what the name of the group is, and add it to the running tab
that was started for the first purchase.

Advantages: This lets the tourists purchase whatever they want whenever they want it (even if they
don’t have cash on them at that particular time).

Disadvantage: You run the risk of confusion, where tourists may think they are being over charged etc....
This can be avoided with good book keeping by the employee handing out the extras.

Honor Code System

In the honor code system the extras are out in a communal space where tourists can take what they
want, mark it down, and then have them pay their tab at the end of the day or at the end of the tour.
This system really helps to incorporate the guests into feeling more like a community. It does not always
work in every situation, so if the company wants to try it, we recommend giving it a month trial with
closely watched over inventory.

Advantage: It generates a source of community and encourages guests to take more extras therefore
generating more income
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Disadvantage: It may result in lost inventory

Practice:

The students should divide up into three groups. Each group is assigned a different type of
money collection method. They will then devise the best way to implement the systems,
developing prices for a fixed set of Extras (Written on the board Beer, Wine, Soda, Granola Bar,
Brownie, Chocolate Chip Cookie), promotional signage (where it will be placed as well), creating a way to
document the purchases, and a checklist for employees. They will then present their systems to the

group.

Tourism Tip! §Mj

Enjoying a cold beer or nice glass of wine during dinner is something that most tourists will be %‘n
very eager to have during their stay. While on vacation, tourists love to take advantage of the fact

they can drink and not have to go to work the next morning. Alcoholic beverages are a great and
cheap way to help increase your sales and supplement the actual tour price. A well ran business that
promotes and has good access to alcohol for its guests will generate a lot more income that one that
does not.

Warning!

Many rural communities may have an alcohol problem in their communities. It is crucial that
the instructor understands the reality of the community before giving this lesson. If alcohol is a
problem in the community, there should be other extras discussed, perhaps soda and snacks.

If the lodge does want to serve alcoholic beverages, the instructor should review how to make
sure the drinks do not end up in the community, which would hurt not only the businesses profits but
also the well being of community members.
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2. Lodging Services
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Lodging Services: Room Design

2.1 Room Design

Overview:
Within this chapter, we will discuss:
. How to properly decorate a room in a lodge

. What are the basic necessities a hotel room should have

Materials:
Whiteboard, White paper, pencils, pens, whiteboard markers.

Time:
2 hours

Trainer Notes:
Room Design is something that can be difficult to teach without examples. The trainer should
try as much as possible to use as many visuals as they can during this lesson.

Icebreaker

A hotel or lodge room should thrive to turn however large or small a space into a super
comfortable place for a guest to rest, relax, and have a wonderful sleep. The design of the
bedrooms will help create an ambience that attracts a client’s senses of smell, sight, and
touch. As an icebreaker the instructor should have the students discuss what smells they
enjoy, what fabrics they like to touch and feel, and what types of visual “extras” make a room
come together.
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Presentation

The instructor will then begin discussing the absolutely necessary furniture and amenities a
room must have. Itis important to cover the basics, and adjust the length at which you ))
discuss the details according to the type of lodge/hotel the students are involved in. The

instructor should ask the students what they think are the basic requirements for a lodge/hotel room,
and record them on the whiteboard. As the students say their ideas, the instructor should be writing
the items down, as well as drawing the item on a square layout of a room in random spots.

N

Necessary Room ltems

* Bed

* Bedside table

* Rug/carpet

* Light

*  Chair

* Anplace to put clothes/bag

The layout of the room should have

random furniture all over it. Example "j‘,“

here:

The instructor should then ask the ‘ Chas ’
students if they feel like the lay out of Oresser I

this room is appropriate and should
be left as is. The instructor should
then reorganize the lay out of the
room in a more appropriate manner,
citing certain design and lay out tips =
like:

Design Tips e [
* Spacing: A good hotel room

creates a space where clients can
do multiple activities comfortably
in a smaller space. Therefore utilizing the space efficiently and elegantly is very important. Creating
specific areas for sleeping, reading/relaxing, and organization (dresser/closet) is key. The instructor
should develop a place in the layout for each of the things mentioned.

* The Bed: The bed needs to be of the best quality the lodge can afford. Beds are something that
clients often complain about, so it is worth it for the business to invest in a higher quality mattress
as well as sheets and pillows

* Make it personal and unique: Often times the instructor will be working with members of a
community lodge or a hotel in a certain region of a country. It is important that the culture of the
region is portrayed and that the overall design reflects the tourism experience in general.

{ B ]

The instructor should then move onto Bathroom design. Every lodge will have bathrooms, no matter if
they are private or shared. The bathroom is a very important part of the hotel. If not done correctly,
especially in very rural places, it can lead to a lot of complaints due to large spiders or other insects in
the bathroom. The design of the bathroom must try to prevent outside visitors from entering and also
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supply the clients with everything they need.

The instructor should list out the bare necessities for every bathroom and follow a similar process to the
hotel room design with a lay out of a bathroom and having the items randomly laid out.

Necessary Bathroom ltems

*  Mirror
* Sink
*  Mirror
* Toilet
* Shower/tub
* Bath mat -
The instructor should then discuss how to
properly lay out the bathroom using the
following tips.
Bathroom Design Tips —e
* Free up space: space is importantin a
bathroom. Especially when you are Shower

working with a small space. Try to keep
things to the basics, and not overcrowd
the space with extra furniture.

* (Clear pathway: It is important for there
to be a clear pathway from the doorway
to the toilet, shower and sink. Often
times these three items will be designated to one wall of the room, leaving you with a clear lay out.

Practice:

The students should divide into groups of 2, and design a room and bathroom using the tips
discussed during the lesson. They should then present their rooms to the rest of the group
with reasoning why they elected to go with certain layouts. Remind them to remember to
think about what sort of decorations/cultural theme they will use
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2.2 Housekeeping

Overview:

Within this chapter, we will discuss:

. How to make sure the rooms of the lodge/hotel are very clean
. What are the responsibilities of the person in charge of housekeeping
Materials:

. Whiteboard

. Markets

i Paper

i Pen

. Towels

. Bed with sheets

Time:

4 hours

Trainer Notes:

This lesson is aimed to give a lodge’s housekeepers the practice and capacity to insure that every
room is clean. The trainer ideally will have a lodge or at least a hotel room to where they can take £

the students to work doing hands on activities.

Icebreaker

The students will be shown a hotel room that has not been made up yet. They need to take what
they see and come up with a list of 10 specific things they think could be done to clean up the
room and make it presentable for the students. Then the instructor should take them into a
room that has been cleaned and they should check each item on their list off as they see it and
take notes on the other little things they see.
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Presentation

Having clean and well kempt hotel is key. Although the majority of housekeeping will )
happen in the rooms/cabins, it is also incredibly important that the rest of the hotel/lodge is

kept clean. In most hotels/lodges around the world the housekeeping department is the largest, as it is
such an important part of the operation. Housekeeping often times has the highest impact on the
guests stay, but is often times not perceived as such by lodge administrators. Therefore a lodge or hotel
needs to fully understand the importance of this role. Having a nice made bed and a clean room when
you come back in from a day of activities is extremely important. The instructor should begin the
presentation by forming a checklist the housekeeping staff can use as a basis to make sure they have
cleaned everything properly. Below is a very general idea of what a checklist for a relatively high-end
hotel would have. The instructor should use this as a basis for developing a customized checklist for
their students

S=

Room Checklist

Item Yes | No | Item Yes [ No
Door lock works properly O Mattress firm [ turned regularly
Door opens easily & quietly Bedspreads free of rips & stains

Light switches work properly Upholstery clean & in good condition
Windows open & close properly Furniture scratched or stained
Window glass clean Walls clean & free of cobwebs
Window glass free of cracks Walls scratched or nicked

Drapes straight & working properly Luggage racks in good condition
Controls for air conditioning work properly Pictures and mirrors straight

Air conditioning filters clean Furniture drawers slide easily

Lamps work Telephone working

Wall lights work Clean ashtrays & matches

Lamp shades clean & straight Mattress pads clean & free of stains
Beds correctly made Light bulbs with proper wattage
Bedspreads straight Minimum of 6 hangers (3 suit, 3 dress)
Fluffed/Even pillows Drapes partially closed

Item Yes [No |ltem Yes |No |Item Yes |No
Desk tops Mirrors Lamps & shades
Dresser Tops Rim of baseboard Light bulbs

Table Tops All drawers Window cornice
Headboards Closet shelves Window frame
Chairs Closet rods Corners

Picture Frames Telephone Window sills
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Bathroom Checklist

Item Yes |No |Iltem Yes [No |Iltem Yes [No
Clean toilet seat (both sides) Shower curtain clean Faucets leaking
Underside of lavatory clean Pop up stopper clean Broken Tile
Shower rod in good condition Water spots on tile Toilet seat firm
Commode clean under rim Tub grouting missing Fixtures firm
Commode flushes properly Tub grouting clean Chrome sparkling
Bathroom free of odours Supply of towels
Practice:

Now it is time to apply those checklists. The class will be broken up into groups given the
task of cleaning up rooms at the lodge or hotel (if applicable). The instructor should take
everyone into one room and show them the basic way to make a bed. Then each group of
students should work with each other to go through the checklist and make sure everything is in order.
The student groups will then be assigned another room to look over and grade. This activity should not
be done once. It is important to spend the day going over the room cleaning and perfecting their
checklists

Production:
Manager/Mentor tasks to complete their Operations Manual:

During the course:
. The students and mentors should be creating the official housekeeping checklist that will be
included into the manual. They will also fine tune the Housekeeping job description
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2.3 Grounds keeping

Overview:

Within this chapter, we will discuss:

. The general guidelines to designing your hotel or restaurant’s outdoor areas
. Lighting your pathways properly

. Advantages of indigenous plants

Materials:

J Whiteboard/Blackboard

J Whiteboard Markers/Chalk

. Pen and Paper for students

. Pictures of great grounds keeping designs (attached)
Time:

2 hours

Trainer Notes:

Often times there will not be a place to take the students to actually demonstrate good lodge
outdoor design. Therefore a slide show or printed photo materials should be prepared to
demonstrate pictures of good examples of gardens, pathways, and lighting.

Icebreaker

Have the students think about their favorite plants and flowers. Ask them to think about
whether or not these plants were actually planted by humans, or are naturally occurring. The
idea behind these questions is to engage your student’s minds on the natural beauty of
things. Many times utilizing what nature has given you is the best way to approach designing
your outdoor areas. Utilizing local flora is often times the cheapest and best way to create an
aesthetically pleasing outdoor environment for your clients.

53



Lodging Services: Grounds keeping
Presentation
The first part of this presentation will entail setting up the basic guidelines when thinking b

about how you will set up your planting design for outdoor areas and pathways. Landscapes \ ))
that are planted with a majority of non-endemic species and/or monocultures (all the same

type of plant life) are damaging to the natural biodiversity of the place. Sustainability in the design of
your outdoor areas is very important, and can be an added topic for the guides to discuss with the
tourists during their time at your lodge.

T

General Guidelines

* Use endemic and previously existing plant life when possible. Try to use plants that are important
culturally so that they may be integrated into the daily experience of the visitor.

* Try to use plants that produce products (fruits, peas, flowers etc....) so they may be used in other
parts of the experience.

* Do not cut the plants back excessively, but some minor pruning is acceptable to open up views as
long as it doesn’t alter the appearance of the natural landscape too much.

* Avoid developing lawns, as they use a lot of water and often times destroy other endemic species of
plants.

* Avoid using plants that have different shapes and colors that are not in line with the natural look
and feel of the plant life that already exists.

* Use the natural landscape and concentrate the planting next to the infrastructure, especially close
to entranceways. Smaller plants should be located close to the entranceways and then larger plants
should line the walls of the infrastructure (make sure not to block important views).

Using indigenous plant life is very important when designing your outdoor space. Utilizing native trees
and plants will help to maintain the bio-diversity of a site while conserving the sense of place as well.
Indigenous plants usually attract less wild animal life to wander in and destroy your landscape as well.
Local plants are easier to maintain as well, as they have already acclimatized themselves to the natural
conditions of the site.

Guidelines for indigenous plant use

* Try to avoid cutting down or tearing up indigenous plants populations on your site.

* Ecolodges often times can be a main driver for restoration in a site. Enhancing the habitat, as it is
known, refers to the replanting of endemic species and helping to revitalize the natural habitats
around the areas.

* Try to resist the urge to introduce exotic species of flora into your site

* If you have a body of water within your property it is important to maintain the natural filtration
capacity of aquatic plants that are located by the water. They often times are the best way to
absorb run off sediments and can also help cut down sediments.

Tree preservation is also an important part of the design process. When developing a site, one should
always try to leave as many trees as possible standing, and plan on replanting the same sort of trees that
were cut down. When developing a lodge and designs, here are some guidelines to follow to ensure
trees are safe. Trees provide shade, climatic and erosion control, they are attractive, and the also
provide homes for wildlife.

Tree Preservation
* Make sure that the tree roots are undamaged by and digging. Also make sure that no materials are
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stored directly over tree’s main root lines, as this will block water from reaching them.

* Ifyou are raising the soil around the tree, make sure that any “new” soil does not come in contact
with the bark

¢ Ifyou are planning on landscaping around the trees make sure that any plowing is done carefully so
not to damage the roots.

* When replanting/reforesting try to combine an array of different indigenous trees rather than
planting the same one over and over. Also avoid straight line or square grid patterns.

The lighting of the site should be limited and controlled. It is crucial that the lighting does not interfere
with the natural cycles of nocturnal species living around the site. It is often best for the consumption of
energy as well as for the consideration of nightlife to utilize low voltage fixtures to light paths. Solar
lighting fixtures are another great option, and should be considered as they work entirely independent
of any grid or other electricity source and they provide low and efficient lighting for pathways.

Guidelines for Path Lighting

* Try to avoid exterior lighting when possible, and always have flashlights on hand for clients.

* Make sure that outdoor lighting does not leak into the cabins or rooms which will not only disturb
wildlife but also your guests.

* Avoid lights on pathways to radiate upwards, use lights that have a top on them that will reflect the
light outward but not upward.

* Use Low wattage illumination 12-24 volts rather than 240/120

* Make sure parts of the walkways such as steps, handrails, and curbs are well lit

* Tryto blend the lighting into the landscaping. This will give it a less artificial feel

* Ifyou are close to a sea turtle nesting area, always keep outside lighting off entirely during nesting
season

Process: "3}
This lesson basically has the instructor discussing options and displaying examples. Unless - ; b
the class has the advantage of being in an actual eco lodge, the class will be almost entirely \\p>
theory with little practice.

Practice:

If the class is being held in a hotel, the students can be divided into 4 groups and be let out

into the out door areas to give an analysis of how well the grounds are maintained and their
level of sustainability. They should come back to the class with a grade for the grounds and give
suggestions to where they can improve.
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2.4 Best Practices in Lodging Services

Overview:

Within this chapter, we will discuss:

. Best practices in water management
. Best Practices in waste management
. Best Practices in energy management
Materials:

J Whiteboard/Blackboard

J Markets/Chalk

. Paper and Pen for students

Time:

4 hours

Trainer Notes:

This class is more based in theory, but specific examples of how the students can make their
lodge more sustainable is important. Also the trainer should go through the lesson plan before
the class and create Jeopardy questions for the practice component.

Icebreaker

The purpose of this lesson is to reiterate what the students have been hearing throughout
the previous lessons, and will continue to hear in lessons to come. Making sure your
business participates in responsible practices is a great way to save money, protect the
natural resources around you, and create a sustainable tourism product that will serve a specific

type of client. A mini warm up discussion should be had about the importance of conducting your
business in a responsible and sustainable way. A sustainable tourism product usually benefits off the
pristine natural conditions of a place. A business utilizes these natural resources, as a means of making
a profit, should in turn treat their surrounding environment as their product. As in any business, a
company wants to provide its clients with the best products, which means it is in the best interest of the
tourism enterprise to preserve and maintain their product.
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Lodging Services: Job Descriptions
In a hotel, especially one in an isolated area has a lot of moving parts and the employees and ))
hotel manager must all be very careful of how they manage waste, energy, and water. This

presentation will review some important guidelines with the students on what they should be conscious
of when running a hotel or lodge.

Water. Many isolated hotels and lodges have a very hard time sustaining a decent water supply for the
often times high demand of the day-to-day activities. Businesses must treat their water supplies as a
very precious and valuable commodity. Water conservation doesn’t just mean to be sure to turn off the
faucet when you are brushing your teeth. Due to the high volume of people utilizing a lodge’s
resources, it is important to include other types of water conservation strategies as the small amount of
water saved on an individual case by case does add up to significant volumes when these techniques are
used by guests and employees.

Water Conservation Strategies

* Showers. Use low flow showerhead sprayers. Low flow showerheads can
decrease the use of water by up to 50%, and if you provide hot water to your
guests, it can also decrease the energy of heating that water by 50%. Remember
that there should be a balance between water pressure and the amount of water
used. If you have good water pressure in your lodge, then utilizing one of these
showerheads shouldn’t take away from the client’s shower experience. (Often
times a nice shower at the end of a long day of activities is one of the most important features a
hotel can offer their guests).

*  Faucets. Like the showerheads install flow control faucets. This is the same idea as the
showerheads. You can preserve water use by up to 50%. Having these installed in the rooms as well
as kitchen area is a great way to cut back on water use, which - "771

preserves the natural resource and saves the lodge money. N

*  Water conserving dual flush toilets. These toilets are capable of ;
using up to 68% less water. The toilet offers two flushing
options. The first option utilizes less water and is for times when
people do not require a lot of water to flush down their waste
(wait for laughter to subside). These toilets are helpful but s J
should always come with signage explaining how to use them.

* Dry/Composting Toilets. Dry or composting toilets do not use water at all. They use the natural
processes of decomposition and evaporation to dispose of human waste. When human waste is
properly composted the ending result does not contain anything dangerous or toxic, just really rich
composting soil for your gardens. Composting toilets have become fairly
advanced. There are composting toilets these days that you do actually f
flush (dry flush). Composting toilets are a highly recommended item as it
not only provides an easy way to preserve water, but it also provides the
lodge with a technology that is truly reusable. Be aware that some of these
things may need trainings on how to maintain.

Y/
|

*  Waterless Urinals. These devices will help preserve water as well, and are Y
very easy to install and use. The waterless urinal has a cartridge at the base g_‘\_—-
of the urinal that is easily installed. The cartridge is filled with a half liter of —
water and then a sealant liquid that prevents contact between the urine and II-
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the water, which is what causes odors in a normal urinal. These cartridges usually only need to be
switched out between every 7,000 uses. The waterless urinal is cheap and easy to use, and does not
have an intense odor like many of urinals do.

*  Water leaks. Avoid water leaks with simple water systems. The less joints in your pipes the better.
Also having one of your employees do monthly check ups to your pluming is something that can
help avoid future leaks.

* Signage. Make sure you have water conservation signs in all the bathrooms and employee faucets.

* Rainwater. Create rain collecting barrels and places where water run off is most heavy during
rainfall. Collecting rainwater is a great way to save and reuse water. Establishing places that collect
and store rainwater for the reuse in gardening, or even showers and faucet water (when the water
has been properly filtered) is a wonderful renewable methodology.

* Grey water usage. Reusing grey waters (faucet, shower, kitchen water) is another way to conserve
water. Treating and reusing grey water in irrigation is a great way to keep your gardens and plant
life around the lodge looking green and vibrant, and it’s also something your guides can explain to
the tourists during the tour. Grey water irrigation has four main stages

i. Collection - all points generating grey water must lead to a collection/storage unit.
ii. Treatment - From the storage point the water must be treated through, grease traps, and
aerated treatments).
iii. Filtration - If the water is not contaminated by grease and detergents, then the water can go
straight through a filtration unit.
iv. Storage - utilizing water tanks for storage is an important last step in a successful grey water
irrigation process.

Waste Management

After discussing the general guidelines behind water management, it is time to move onto waste
management. Waste management is very crucial for a lodge or hotel to manage. There is a lot of waste
produced on a daily basis, and it must be disposed of in the most efficient and sustainable way. The
following guidelines must be reviewed with the students so they are aware of what waste management
means as well as how they can make it part of the every day operations of a lodge.

Every lodge has two main sources of solid waste... the employees and the guests. Some basic strategies
should be applied from the very beginning.

Basic Strategies for Waste Management
*  Minimizing the use of products that are toxic.

* Reject all necessary packaging

* Make sure all biodegradable waste goes into the compost

* Reuse plastics and other non-biodegradable materials when possible, or make sure they are taken
off site and disposed of in a responsible way (recycling!!).

There should be a review of what a biodegradable waste product and a non-biodegradable waste
product is.

Biodegradable waste

Biodegradable waste is a type of waste, typically coming from plants and animals sources, which may be
broken down over time through a natural process. Plants, animals, food, paper are all examples of
biodegradable waste.
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Non-Biodegradable waste
A type of waste that the will not be broken down over time by nature, and will remain in its current
state. Examples of this are, metal, plastic, glass, leather.

Guidelines for best practices in managing waste from hotels

* When selecting a location for waste disposal (compost for example), make sure that the site is
inaccessible to wildlife and far from water sources. Also consider what direction the wind blows
normally, so to avoid any unpleasant odors.

* Separate your non-biodegradable waste products for extraction from the site. A hotel should have
separate bins for all recyclable goods (glass, aluminum, plastics), composting goods (food waste,
paper, etc....) and non-recyclable goods (everything else). In many lodges that are isolated, it is
important that the non-biodegradable waste is taken from the site to the nearest recycling and
waste disposal center.

* Composting. Itis crucial to have composts set up for the disposal of biodegradable waste. Make
sure the compost heaps are secured from wildlife.

* Storage of waste needs to be in airtight bins when possible to avoid animals, pests, and odors.

* Recycling food waste with animals. If there are domesticated animals close to your lodge, such as
pigs and chickens, feeding them food waste is a great way to recycle, as they can become healthy
sources of food themselves.

Next the instructor should move to the conservation of Energy and the different renewable energy
sources there are available to lodges. Energy is often times one of the most difficult resources to
acquire in isolated areas. Often time’s lodges use generators to provide sufficient energy, but these are
often times loud and use unsustainable resources. A true eco lodge should seek to use a renewable
energy such as solar, hydro, or wind to power their facilities.

In ideal situations the lodge or hotel will be designed in such a way that it utilizes natural ventilation,
heating, and lighting sources, so to cut back on the need for energy use. We will review three main
options for renewable energy use in this part of the lesson as well as discuss the proper way to use a
diesel generator if other options do not work.

Renewable Energy Sources

Solar '

In hot climates, solar power can give lodges enough
energy for all lighting purposes. This is an important
energy resource, and although it may be an expensive
initial investment, solar power can save a lodge a good
amount of money in the long run. The pros and cons of
solar energy include:

Pros
* Solar power is an infinite energy resource. The

sun has been around for a long time, and there

is no indication of that it is going anywhere any time soon.
* Solar power is free once the panels and system is installed. You do not have to pay monthly for
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solar. Therefore the maintenance and installation costs are spread out over the life span of the
panels and batteries. This is especially advantageous as the cost of diesel and gasoline continue
to rise.

For isolated areas the transportation costs of goods and materials can get very expensive, this
includes fuels for generators. Solar energy can help your company cut back on those costs.
Solar energy is a very reliable source of energy as well. A lodge with solar power controls their
own energy flow and is not dependent on a grid.

No pollution

Cons

Hydro

Solar power is an expensive initial investment with the best solar panels costing around 1,000
dollars per unit.

Solar power only generates power during the daylight
Weather, clouds, can effect the amount of energy you are producing

If your hotel or lodge is close to a river that can be tapped through the construction of a micro-
hydroelectric plant, then it may be worth the investment to develop this as a power source option.
Hydroelectricity is a highly efficient and very clean power source. The pros and cons of Hydroelectric
are as follows.

Pros

Micro hydro does not need a lot of volume or flow to generate electricity. All you need is
around 2 gallons of water per minute or a drop grade as low as just two feet to generate
electricity.

It is also a reliable energy source. It must be constructed in areas where there is still water
during dry seasons.

Micro-hydro does not require a reservoir unlike larger hydro plants. The water passes through
the turbine and back out into the river.

Free source of electricity after initial investment, with minimal maintenance needed.

If you produce excess electricity, the excess power can be distributed to nearby communities
that may need access to more energy.

Cons

Wind

The micro hydro plant has very specific needs in terms of the site you can construct it in.
The power generation will drop off in the dry season, as there will be less flow in the water
source.

There is an environmental impact from the construction of the micro-hydro plant.
Expensive initial investment

Wind energy is another very popular source of renewable energy, but like the rest of the previously
mentioned sources it is very dependent on location. It may not apply to the site in which the student’s
lodge exists. Yet, it is good to know the pros and cons of using this source of energy.

Pros

Low cost. Like the other renewable energy options we have discussed the wind is a free source.
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The initial investment is high.

* Small wind turbine technology has improved to allow small establishments to generate their
own personal electricity.

* Wind energy is one of the cheapest forms of Alternative Energy

* The source, wind, can generate energy at any time of the day, making it a great compliment to
solar energy that can only generate power during the day.

Cons

* Low persistent noise is generated from the turbines.

* It can often times be an eye sore on scenery.

* Wind is not a constant in most places, so the level of energy produced will vary.
* High initial costs of installment

Diesel Generator

Generators are often times unavoidable for some lodges in isolated regions that do not have the initial
capital to make the big necessary investments in renewable energy technologies all at once. Generators
can help provide the lacking energy needs of a lodge as they slowly continue to develop and purchase
renewable energy resources. The main problem with Generators, other than the fact they are not a
renewable energy source, is their noise pollution they produce. It is crucial to place generators in an
isolated part so the noise does not affect the wildlife and clients. Below are some tips on generator use.

* Try to place the generator in a construction with good ventilation that will help cut back on noise
pollution and also keep the generator out of the elements.

* Make sure you know what your energy needs are, so that you do not purchase a generator too big
or small for your needs.

* Make sure you have someone on staff or have an electrician on hand to give maintenance to the
generator, which will require more work than the other renewable energy sources.

* Make sure you dispose of diesel or gas waste responsibly and not anywhere close to your site.

* Store fuels safely and in proper locations and conditions.

Conserving Energy

After discussing the possible ways to produce energy, it is pertinent to review with the students’
different tactics they can use within their own lodge or hotel to help save energy.

* Signs close to light switches or leaving rooms that remind guests and employees to turn off the
lights.

* Use low wattage and compact fluorescent bulbs for lighting (they use 75% less energy and last up to
10 times as long as incandescent bulbs).

* Use candlelight when possible. Candles for dinnertime often time set a nicer ambience than lights.

* Have well ventilated cabins so fans are not necessary, or well insulated rooms in colder areas to
avoid higher heating bills.

* Have timers or sensors on your pathway lights so they do not have to be on for the entire time.

Practice:
The students will play jeopardy after taking in all this information to insure that it sticks. The
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jeopardy questions should be created before hand and the students should be divided into two teams.
Each member of the team will get an individual attempt at answering questions.

Production:
Manager/Mentor tasks to complete their Operations Manual:

After the course:
. Develop signage for the lodges concerning water and energy use.

Tourism Tip!

Balancing sustainability with your client’s comfort is a delicate topic. Such luxuries like hot
showers, fountains, high water pressure, and other considerations should be analyzed. Lodges
should know what market and type of client they want to work with before developing the lodge,
and therefore should always take into account the accommodation’s necessities vs. the reality of the
site’s ability to provide them with the necessary water and energy.
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2.5 Lodging Service Job Descriptions

Overview:

Within this chapter, we will discuss:

* The students will understand what the different positions of a lodge (on site and in
office) are, and what responsibilities each one of those positions holds.

Materials:

. White board

. Markers

. Pen and paper for students
Time:

3-4 hours

Trainer Notes:
Try to engage the class in conversation and gathering input as much as possible during the
conversations.

Icebreaker
Discuss what the students think are the main jobs of a lodge. Remind them to think not only
of jobs on site, but also other jobs that are necessary to run a lodge off site. @
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Presentation

There are two main areas where lodge staff may be working: on site at the lodge itself and
the lodge’s office where reservations and sales are conducted. It is important for all staff
members to have an understanding of who is responsible for what to avoid any
miscommunications. The lodge staff and office staff must have a good relationship so the
communications between the office and the lodge is very fluid and instructions are followed correctly.

The Office
Write out a list of responsibilities based on the following descriptions:

General Manager - The General Manager oversees operations both in the office and the lodges.
Manages the staff members when there are problems, communicates directly with the accountant and
also is responsible for networking and relationship building with operators. The general manager needs
to be sure to understand and implement a marketing strategy for the business, as well as have an
understanding of the lodge’s financials so he can make final decisions on business matters. Finally the
manager must make the hard decisions and attempt to guide the rest of the employees down the right
path for the business.

Accountant - The accountant is responsible for keeping track of all revenues entering and costs exiting
the business. They are also responsible for paying the employees and giving quarterly financial reports
to the lodge owners and manager. They are responsible for the end of the year financial reports on the
profitability of the company as well as paying any taxes that are owed. The Accountant also keeps all
receipts well organized in case of an audit.

Sales/Reservations - This person must speak basic English, understand how to operate a computer, edit
the website, respond to emails, and sell the tours to any walk in potential clients. This person is also
responsible for helping the manager implement the marketing strategy. They must also manage the
client feedback sheets that are collected after every tour, and record the information in an organized
fashion for review. They must keep the office clean and well maintained as well as organize the
informational materials around the office.

Logistics - This person is in charge of communication between the office and the lodge. Letting the
lodge know about specific needs of the groups that are coming, as well as understanding what are the
needs of the lodge for upcoming trips (food, water, etc....) They are also responsible for buying all the
gas, food, and other items the lodge needs for tours. The logistics employee should be well aware of the
spending, especially on food, and work to limit exuberant spending. They also organize the guides and
other workers as needed for tours.

The Lodge

On Site Coordinator - This person is in charge of insuring everything is ready before tourists arrive; this
includes communication with the logistics person to insure food and all other needs are met for the
tour, checking to see if the cabins are up to a certain standard of cleanliness, and playing host to the
tourists when they arrive at the lodge. They also must keep a running list of maintenance issues, and
insure that the office is aware of the problems so they may be fixed quickly. The coordinator also
conducts a labor productivity control to insure the lodge’s money is being used to pay employees for
productive workdays.
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Kitchen Staff - The kitchen staff is responsible for preparing all meals in both lodges, maintaining a very
clean kitchen, and recording the ingredients and food needed when tours are arriving. They are also
responsible for the proper disposal of waste from the kitchen. Please see food services job descriptions
for more details.

Cleaning staff - The housekeeping staff is responsible for the cleaning of the cabins. Beds must be
made, cabins swept, and water provided for guests before arrival. During the stay the housekeepers
must clean the room while the guests are away, making the bed and making sure the floors and
bathroom are clean. Once the guests have left the cleaning staff must inspect the room to make sure all
lights and bathroom fixtures are working and insure that the guest has not left anything behind. If
things are not working it is the responsibility of the cleaning staff to report these to the site coordinator.

Guide - The guide is responsible for the care and enjoyment of the clients. During meal times the guide
will act as a server, insuring the clients are getting their meals while also dining with them. During tours
the guide makes sure the clients are safe and happy. After the tour the Guide makes sure the clients fill
in a feedback form, which they then turn into the lodge office.

Boat Driver - Makes sure that the boat is clean, all equipment is on board, and life jackets are in place for
each passenger any time the boat is used. The boat driver cleans the boat after a tour, as well as reports
any maintenance problems. During the dry season (May-September) at times the river is low enough
where the boat requires an assistant to help navigate. The assistant may help the driver with all the
above-mentioned tasks.

Process: Y

& r
The students should be developing job descriptions and a document that they can post on the :3 .
internet or distribute throughout the community describing not only the responsibilities of each \f}
role within the lodge, but also the basic skill sets needed.

Practice:
The students should break up into groups and develop an example job description of each position
that includes the responsibilities of the position and also the skills and traits the person should
possess for each position. After the job description is finalized each group should interview a
person from the other group for the position they developed the job description for.

Production:
Manager/Mentor tasks to complete their Operations Manual:

During the course:
. The manager and mentor should begin developing the job descriptions from the start.

After the course:

. The manager and mentor should finalize the job descriptions and skill/traits of each position.

65



Lodging Services: Job Descriptions

3. Transportation Services
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3.1 Boat Transportation Services

Overview:

Within this chapter, we will discuss:

. Comfort and safety issues

. Cleanliness on your boat

. Equipment management

. Checklists for cleaning the boat

Materials:

. White board =
. Pens and paper for the students

. Markers for white board

Time: 7

2 hours g

Trainer Notes:

Unless you are on site where a boat can be accessed, this training will take place entirely in the
classroom. Visual aides such as pictures of boats (motorized canoes as well as ocean motor
boats depending on the region you are in) should be sufficient, and allow the instructor to
explain different parts of boats that should be kept clean and cared for. It is also useful to
have visual aides to show what sort of accommodations a tour boat should have and give the
students ideas on seating etc.... if they do not already work with boats used to move tourists around.

Icebreaker

During this icebreaker the instructor should have two pictures of a boat (one good example
and one bad example) and compare them with the class. The class should try to figure out at
least 5 things that are different from the good example to the bad example. The instructors
should lead a brief discussion regarding the necessities a boat
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Presentation

Depending on the product and region, often times a boat is the primary means of transportation
for a small tourism business. Although it may seem like a day to day activity for your students,
boating is seen as a touristic activity for many people who do not live near a large body of water
or own a boat. Therefore a ride on a boat isn’t simply just a means of getting to a destination. It
is an experience in itself, and should be seen as part of the tour, part of the fun. This presentation will
teach students how to prepare a boat for tourists, make sure everything is smooth during the ride, and
finally how to create an enjoyable ride for your clients so the fun starts when they get in the boat rather
than when they arrive to the lodge or tour destination.

Comfort and Safety

|

v
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Go back to the photo example of the good example of a tourist boat. Write a list of all the necessary
equipment and accessories a boat should have to make it a comfortable and safe place for clients.

Necessary Boat Equipment

Seats with backs and pillows

Lifejackets for every seat (and all guides, drivers, others on the boat)
Roof for shade and cover when raining

Clean windows or open sides for improved site seeing opportunities
Tourists and Motor are not close together

Bags in case of sea sickness

Tarp or plastic covering for boats with no inside space in case of rain
Tarp to cover luggage

Separate space for luggage so tourists have leg room

Boat safety rules on the backs of each seat

First Aid kit always needs to be on board

Throw able flotation devices

Distress signals

Navigation lights

Fire extinguisher

And of course enough gas to get you there

NENRNRANNNRANNARNRAANAN

After discussing the equipment and safety needs it will be time to move on to the cleanliness of your
boat. Having a clean boat is a hard but very important job. Working in areas where lots of sand or mud
is brought onto the boat, makes it very important to clean on a daily basis. Cleaning your boat daily will
not only give off the right appearance for the clients, but also extend the life of your boat. Go over with
your students a general checklist of what needs to be cleaned, and have them think of details that need
to be filled in for their specific type of boat. It should be noted at this time that the checklist will be
used by the boat driver, as cleaning and caring for the boat is within that job description (more in depth
job description in chapter four of Transportation Services.

Cleaning and Maintenance Checklist

Cleaning Supplies Needed
M 5 gallon plastic bucket
M Access to clean water
M Cleaning rags or sponges
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M Brush
M Phosphate free eco friendly soap (you don’t need to use soap every time)
M Basic toolkit with screwdrivers for fixing minor problems

Boat Driver Checklist Before and After a Tour

Make sure everything has been removed from the boat (all pillows/cushions, life jackets, luggage,
gas tanks, etc....)

Rinse off the boat with buckets of water (or a hose if you have one)

Dry the boat with the rags or sponges

Using the brush scrub off any dirt or sand that didn’t come off during the rinse

Use a heavier brush on the outside of your boat below the water line

Use a lighter brush on the visible parts of your boat so not to scratch the paint

Make sure everything is dry on the deck of the boat, using the sponge or rag to get up all the water
Check seats and seat backs to ensure they are in good condition

Clean off the cushions of the boat (do so after you have cleaned the inside of the boat)

Ensure the boat’s first aid kit, flotation device, extinguisher and other safety equipment is present
and working

NN [

Managing the equipment on the boat is a very important part of the job. Therefore it is crucial that you
go over ways to keep track of the equipment in your boat as well as ensure it is well taken care of.

Equipment management

Life Jackets and Cushions

Wipe down cushions and life jackets after each tour

On a bi weekly basis the cushions should be cleaned with some sort of vinyl cleaner protectant
Keep life jackets hung up in a covered space when not in use

Take the cushions into a covered space when not in use

Ensure all straps and clasps are working on the life jackets and other floating devices

NHNRRAN™

Seats
M Ensure that the seat backs are working to support weight
M Oil hinges if your seats are retractable or foldable

Outboard Motor

Most people will know how to take care of basic maintenance of an outboard motor if they have been
using one their entire lives. Regardless, it is good to go over these basic tips on motor maintenance and
storage. Outside of the personal daily maintenance, you should suggest that your students take their
motors to a professional mechanic once a year.

M Wash your motor with soap after each trip
(Tip, when washing be gentle of the
underside of the outboard motor.
Consider that part the delicate underbelly
of your motor).

M Periodically check the fuel line for cracks
and worn spots.
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Make sure the fuel primer bulb is not cracked and is pliable.
Make sure the fuel-line fittings seat properly and don't leak.
Check the clamps on the fuel line for rust or corrosion.
Check the fuel tanks for damage and corrosion.

Check the tank vent to make sure it aspirates properly.
Check regularly for water in the fuel.

NENENENR AN

Practice:

If there is a boat available the whole class will go down and go through the checklists that
have been developed and actually clean the boat, making sure to check each activity off the
list. The instructor will then inspect the cleaning job and make necessary comments to the students
regarding the job they have done.

If there is not a boat available, the students will quiz each other on the different steps that need to be
taken to insure the boat is clean as well as the equipment and accessories that a boat should have to be
safe and comfortable for the clients.

Production:
Manager/Mentor tasks to complete their Operations Manual:

During the course:
. The students will create costume checklists for their company’s boats.

After the course:

. The students will make sure to include the checklists into the operations manual and make sure
that any boat driver who is hired is well aware of this list and the importance of a safe and clean boat for
their clients.

Tourism Tip! gﬂj
Boat drivers need to also provide good costumer service. Many times a boat driver feels it is > ,
not his or her job to interact with the clients. This is not correct. The boat driver must make
sure to help clients with any luggage onto the boat as well as help them board the boat. They
must smile and try to engage the tourists as well. Often times the boat driver will help the guide make
sure safety instructions are communicated to the client, and the boat driver can always be on the
lookout for interesting things during the trip (wildlife, flora, etc....)
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3.2 Vehicle Transportation Services

Overview:

Within this chapter, we will discuss:
* Comfort and Safety issues

* Vehicle Cleanliness

* Equipment Management

* Checklists for cleaning car

Materials:

*  White Board

* Pens and Paper for the students

* Markers for White Board

* Photos of good and bad examples of tourist excursion vehicles

Time:

2 hours
Trainer Notes:

During this part of the course, students will need to be shown as many visuals as possible that give
examples of the good and the bad ways to transport tourists. Transportation by car is one of the
most common ways tourists travel, and it is imperative that the journey is safe and comfortable as
well as interactive.

Icebreaker

The instructor should have ready pictures of different types of land transportation services
offered by tourism businesses around the world. Jeeps, cars, vans, buses, etc. The students
should first pick out what type of transportation will be relevant to their small business. Once
that type of transportation is finalized the teacher can then show pictures of good and bad
examples of that specific vehicle. The idea is for the students to see visually those bad examples, so
they have a reference of what not to do.
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Presentation

Most of the time tourists do not look forward to long rides in most forms of ground
transportation. Many tourists own and ride in cars on a daily basis at home, and so it is not a
unique or different experience for them (like boating). Therefore it is important for a business to
make these rides as comfortable, safe, and most importantly enjoyable as possible. During this
presentation we will go over some ways to help make travel by car a more enjoyable experience for
future clients.
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Comfort and Safety

Go back to the photo example of the good example of the selected vehicle used by the business. Write
a list of all the necessary equipment and accessories a car should have to make it a comfortable and safe
place for clients.

* Comfortable Seats

* Seatbelts for each seat

*  First Aid kit in car

* Fire Extinguisher in car

* Spare tire and basic tool set

* Spare gasoline

* Bagsin case of Car sickness

¢ Luggage should go on Roof or in Trunk so passengers have leg room

* Do not overload your car with passengers (especially in the front seat)

After discussing the list above, the instructor should move on to rules and regulations for the driver, to
ensure safety while driving, and a comfortable ride for the tourists. This discussion will also be pertinent
during the chapter discussing job descriptions. General driving rules for a safe and comfortable ride are
very important. There are two main points drivers need to focus on... a) Many times the destinations
will require going off paved roads, which can be uncomfortable for tourists who are accustomed to
driving on pavement. B) There are also many more instances where the driver will be on a 2-lane
highway. Passing on a two-lane highway can be very nerve racking for people who are not accustomed
to it, and therefore some basic rules regarding passing should be applied.

General Tips
Do not exceed 5 mph or 8 kph over the speed limit

™M
M Drive in straight lines and try to avoid to much swerving or turning

M Make sure that everyone in the vehicle has a seat belt

M Do not exceed the capacity of the vehicle (number of seatbelts that are in the car)

M Ask the tourists if they would like to listen to music or not

M If ACis available, ask the tourists if they would prefer AC or to have the windows open
M Create a way to develop

Process: &cd
This text is used to describe the step-by-step process (if applicable) that needs to be followed \\i}
to complete the activity being described in the chapter. This process will also need to be followed

for the Managers & Mentors to complete their “Production” activity, and will be particularly useful

to them if they are completing that activity in their site after the course.
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Practice:

Practice activities are intended to help the Managers & Mentors begin to internalize what is
being presented. Practice activities can include discussions, competitions,
guestions...whatever is engaging!

Production:
Manager/Mentor tasks to complete their Operations Manual:

During the course:
. Description of the tasks & deliverables that each Manager/Mentor will complete for their
individual operations manuals during the course.

After the course:
. Description of the tasks & deliverables that each Manager/Mentor will complete for their
individual operations manuals after the course.

Tourism Tip!

Tips are insightful suggestions that Managers & Mentors should pay extra attention to and
remember when doing their jobs.

Quiz:
Questions & scenarios that test the students’ knowledge of that chapter’s subject matter.
Warning!

The warning sign is used when it’s important to point out to students something to avoid or to
be careful not to do.
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3.3 Best Practices in Transportation Services

Overview:
Within this chapter, we will discuss:

* Best practices that will help your vehicles, be them for water, land or air, last longer,
provide safer conditions for clients, and produce less pollution

Materials:

*  White Board

* Pens and Paper for the students
* Markers for White Board

Time:

2 hours :
Trainer Notes: Q [

* This lesson will be a brief summary of some smart ways businesses can save money as well
as preserve the environment and provide safety to your clients through best practices in
transportation. The Instructor will work with students to make sure they have a solid understanding
of best practices in transportation, and how they can more easily ensure their employees follow
them.

Icebreaker

* Get students thinking about why some transportation practices that preserve the
environment can also preserve money for their business. Discuss concepts like fuel use,
and the direct correlations conservation and fuel savings have. Discuss the importance of
maintenance and long term thinking in how a healthy car will save you more money and cause
fewer pollutants in the air. Discuss the fact that a well-maintained vehicle means a safer vehicle.
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Presentation

The instructor's goal during presentation is to take the students through some simple steps
that will help them save on fuel, preserve the vehicle, lower their emissions, and create a
safer mode of transportation for their clients. These best practices should be communicated
in the form of a checklist for the drivers, managers, and anyone who is responsible for the
care of a business's transportation equipment.

The instructor must customize what best practice tips are reviewed during this lesson, as some
businesses will mainly operate boats, where others work with just cars.

Vehicle: Cars

Many operators will hire a local transportation service provider to work with when they need ground
transportation. Ensure the students understand that whether they own the vehicles for ground
transportation or they contract the service out, it is imperative that they communicate and try to
require that many of these best practices tips be followed. The checklists should be broken down into
two audiences; the person driving the car and the person in charge of its maintenance. This may be the
same person, but if they are different, it is important to differentiate while discussing the checklist.
Remind you students that there is a difference between the checklist we created for drivers during the
vehicle transportation lesson. This is more geared towards things that can preserve gas and help cut
back on emissions. The students may decide to combine both checklists into one, which is fine, as the
audience (the driver) will be the same.

Best Practices Check List: Drivers P  Did You Know?
@
v' Try to avoid driving too fast until the engine has reached @ Did You Know more fuel is
normal operating temperatures consumed when driving below 35
v Try to avoid carrying unnecessary weight; it is the biggest mph (56 kph) than at a steady pace
factor in fuel usage. (Every 1lbs.lbs usually costs around of 45 mph (72 kph). Also you will

generally lose one mpg every 5 mph

1% of fuel economy) S
you go over 50 mph.

v" Avoid idling, if you are parked for an extended period of
time, turn your car off

v' Avoid rapidly accelerating. Rapid Acceleration and speeding can lower your gas mileage by 5% in
some cases

v Drive at a steady pace, and always plan your route so you never get lost and waste fuel
unnecessarily

v" The best speeds to conserve gas are to maintain moderate speeds. *See Did you Know

v" Try to avoid braking, the need for breaking can normally be replaced by downshifting or taking you
foot off the pedal

v" Always ensure the tires are properly inflated. Under-inflated tires lead to tire failure as well as
increased gas usage.

v" With a manual car, be sure to switch gears at the appropriate times, do not let the engine go above
the optimal amount of revolutions per minute (rpms). The optimal rpms for good fuel economy are
between 2000 and 2500 rpms. (with automatic transmissions, you can lift your foot off the
accelerator to have your car change gears)

v" When approaching hills try to increase your speed before you hit the hill, that will help preserve gas
when climbing.
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v" Keep accurate records. Review your fuel economy, drops in miles per gallon will help indicate
whether it is time for a tune up or not

With that we can begin discussing the necessary steps for vehicle maintenance that will help them keep
track of ways to better preserve their investments and make sure you are getting everything out of their
car, while also saving on gas and larger problems that result from neglect.

Best Practices Check List: Logistics/Vehicle Caretaker

v" Always be mindful of your engine's oil and filter conditions. They are the biggest factor in your
vehicles life and also in its fuel economy

v" Aligning and balancing your tires should be done every 10,000 km. Tire alignment is crucial to the
life of your tires

v" Your car should be scheduled for preventative maintenance at least once a year. This will help avoid
costly problems in the future

v" The car needs to be washed and waxed regularly. This will prevent rust from damaging it, and will
keep your car looking good. Make sure to clean the inside as well, especially the dashboard gauges
(use a soft damp cloth)

v"If your vehicle has an air conditioning, make sure to run it for around 5 minutes at least once a
month (even during the winter). This helps keep the system lubricated and avoids any potential
damage.

v' Consistently lubricate the tire lug nuts to avoid them from rusting or becoming stuck

v" Check your brake fluid monthly

v" Keep the casing of the battery clean and make sure it is not damaged

For more tips please see the following resources:

http://www.rd.com/money/74-car-care-tips-to-keep-your-automobile-in-topnotch-condition/

http://www.utexas.edu/parking/fleet/best.html

http://www.mrlube.com/en/car-care/car-care-tips.aspx

Vehicle: Boats

Fuel for outboard motors is often times one of the biggest costs to any tourism operation. It is
important for drivers to have a good idea on how to cut back on fuel usage, which will in turn help lower
emissions that are harmful to the environment. T

Best Practices Check List: Driver

v" Operating the boat at a slower speed will always help lower fuel usage

v" Do not idle the engine, when you are ready to go start it up and leave. When you arrive, turn off the
engine as soon as you are safely at the dock

Always know exactly where you are going so not to get lost

Always use the proper grade of gasoline

Try to keep weight at a minimum. Leave any unnecessary supplies; make sure everything that is on
the boat will be used. Water and gasoline are some of the heaviest, so try to think of ways to cut
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back on those

In the sea, be sure to use the tides. Timing your travel time with tides will reduce fuel usage
Using the wind also will help reduce fuel usage

Keep a log of your boat's performance, when fuel efficiency drops, you should take it in for
maintenance

v" Make sure your engine is the proper size for the boat *See Did you Know

v" Always avoid spilling gasoline, use a funnel when filling up gas

tanks m, Did You Know?
D
L Normally the best tip for

Best Practices Check List: Logistics/Vehicle Caretaker (7]

ANRNEN

ensuring you do not have a
undersized outboard engine for
v' Make sure your engine is the proper size for the boat *See Did = your boat is to purchase an engine that

you Know comes as close to the maximum amount

. . of horsepower your boat is rated for.
v" Ensure that your propeller has no dents or dings on it Sl i }
; ) Weight, size, and what you will be
v Follow the engine manufacturers recommended maintenance  carying are important factors to
schedule consider when buying a motor

v" Keep your hull clean to reduce drag
Practice:

After going over the checklists, the students should be divided into groups, and discuss any
other tips or knowledge they may have gained in working with boat or ground transportation
within their businesses. It is important to share information, but please remember that the instructor
must verify any information on tips for car and boat maintenance that are brought up in class.

Production:

During the course:
The students should create and customize transportation best practices lists for their own business.
They should be encouraged to link the driver's responsibilities checklist from previous lesson plans to
these best practices check lists.
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