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GENERAL AREA OF CO MPETENTCE

A, PROFESSI ONAL ATTITUDES AND PERSONAL CHARACTERI STI CS

£~

ON

ENABLI NG SKI LLS

Recognize role in the travel industry
Represent tour operator

Maintain professional appearauce
Demonstrate seif-confidence

Maintain noral e and high energy
Handle stressful situations

Mai ntai n professional distance

Mai nt ai n physical and nental fitness

TOTAL TIME: 10 Hours 45 M nutes

B - 8 Hours 45 Minutes
A - 2 Hours




ENABLI NG SKI1I LL NO 1

LEARNI NG TASKS KEY PO NTS AND PROCEDURES
A Define, with appropriate A. - travel

exanpl es, the four major accomrodat i on

conponents of tourism - food services

tourism activities/visitor
attractions

B. State the role of the B. - provide each visitor
tour guide in the travel with pronpt, courteous
industry. efficient services

~ to provide correct,
detailed, infornmative
travelog
to promote other tour
packages to encourage
future travel
to act as “ambassador”

€. State the tour guide's

[

-~ conform to company policies

responsibilities to his/ - punctuality

her employer. co-operation Wth fellow
wor ker s
adequate notice on
termination

D. State the qualities an D. -~ nmaintain high level of
employer will look for personal hygi ene
in a tour guide. - pride and enthusiasm in

appearance and work
ability to learn
demonstrate | eadership

qualities
interest and enjoynment in
the job

- pride and support in the
company

ability to work with
co-wor kers




RE COG NI Z E RO E |

I NSTRUCTI ONAL TEZCHNIQUES

Ti me: 2 Hours
Format: Lecture Wi th audio/
visual presentation, di SCUsSsion

Sugpestions

B- 1 Hour 45 M nutes
A - 15 M nutes

N

TRAVEL | NDUSTRY

RESOURCES

Audic Vi sual

Brochures and adverti sing

e g Phasomsas g

Sy
i

oty s ol

[y



ENABLI NG

LEARNING TASKS

A. Explain the inportance
of representing the tour
operator in a professiona
manner .

3. Explain the importance
of pronoting other tour
packages.

-4 -

SK I LL N O 2

KEY PO NTS AND PROCEDURES

the tour guide is a
reflection of the tour
conpany’s image

the tour conpany has gone
to great expense to put
together a successful
tour package, therefore
it is the tour guide' s
duty as a representative
of that tour conpany to
present and pronote the
product in a professiona
manner

a professional
representation Wl | nost
often result in repeat
buginess for the tour
companyv, therefoure
providing the tour gui de
with future work

on dsznarture of the tour,
the tuur puideis the major
representative, and 1S
being totally depended
upon by the company to do
a good j Ob

Wi Il nromote the tour
guide's prof essiona
abilities within the
travel industry

repeat business for the
company

to promote further tourist
income into Canada
ensures tour guide of
future work

pronotes Canada’s trave

i ndustry



REPRE S ENTTOU

I NSTRUCTI ONAL TECHNI QUES

Ti me: 1 Hour 15 Mnutes
Format: Discussion, |l ecture

Suggesti ons:

Di scuss ways of dealing with
situations in which tour
operators are being bl amed

(eg. attractions, restaurants

accommodations) .

B - 1 Hour
A - 15 Minutes

[a ]

R

OPFE RATOR

RLSOURCES

Companies' brochures

eg . Trailways
Horizoun
Frontier
Maverick

[ adead 3

ey Bamd



EN ABLI NG

LEARNI NG TASKS

A. Explain the inportance
of representing the tour
operator in a professional
nanner.

3. Explain the importance
of promoting other tour
packages

©~
i

S K I LL NO 2

KEY PO NTS AND PROCEDURES

the tour guide is a
reflection of the tour
conpany’s image

the tour conpany has gone
to great expense to put
together a successful

tour package, therefore
it is the tour guide's
duty as a representative
of that tour company to
present and pronote the
product iri a professional
manner

a professiona
ropresentation Wi ll nost
often result in repeat
Susiness for the tour
company , therefoure
providing the teur guide
with future work

on :zns rture of the tour,
the tour puide is the major
ropresentative, and 1S
beinp totally depended
upon by the compaay 10O do
a good job

will promote the tour
guide's professiona
abilizles within Lhe
trave!l industry

repeat business for the
company

to promote further tourist
income into Canada

ensures tour gui de of
future work

- promotes Canada’s travel

industrv




Ey AB L Iyag

LEARNING TASKS

el

State the elements of a
nrofessional appearance
when working with the
public.

Tiascribe the first things
people notice about
personal appearance.

ey}

xplain why a high
srandard of parsonal
zrocming and dress are
essential at all times.

Dascribe some of the
couditions and circumstancaes
that could affect the guide's

imsee while performing duties.

Describe the impertance of
maintaining a professional
appearance during off-duty
horrs.

SKI L L

NO. 3

KEY PO NTS AND PROCEDURES

busi ness-1i ke
coor di nat ed

sensi bl e

appropriate to working
condi tions

nai | s/ make- up

hai r

teeth/breath

weight

cl eanl i ness

physical deformties

prof essi onal image
public recognition and
accept ance

personal satisfaction

personal illness

l ong working days
bus breakdowns
stressful situations
weat her conditions

My encounter passSengers
or business associ ates
mav have to deal wWith
omerpgencies

~—~— ey
3

U

poatwne oit

Lot ]

-



MAINTAIN PROFESSIONAL APPEARANCE

INSTRUCTIONAL TECHNIQUES RESOURCES
Time: 2 Heurs guast speakers (airline
Format @ BLiscussion trainer for onboard personnel

or beauty consultant)
Suggescions:

Emnhasize the attitude of being
“on call 24 hours a dayv",
creating a good "first
imprassion'.

Organize demonstratious to
iliustrate pesitive and
negative ways of creating a
fivst impression.

Ask students to recall.
experiences they have had
regarding “first impressions”
(eg. the best and the worst).

B - 1 Hour 45 Minutes
A - 15 Minutes




LEARNTNG TABKS

A. Explain "confidence',

v

Fxpliin ways of
achieving self-
confideuce.

C. Ruroguaize etffects of
selt-confidence on
=y »';J\\

—ial 3.

LING SEILL MO. 4

KEY PO NTS AND PROCEDURES

A - firmbel ief in one’s
self and abilities
trust
“knowi ng you know
sonet hi ng”

B. -- famliarity with all

aspects of the job
continual ly upgrading
and devel opi ng skills
and abilities

trusting own instincts
and judgnents

C. ~- pronote trust and
confidence of group in
irs | eader
helps gui de/ deal
effectively wWith work -
ralated responsibilities
nore qecisive (especially
in emergency or problem
situationeg)

At g

~,

poe ot 2o

4



DEMONSTRATE

| NSTRUCTI ONAL ~ TECHNI QUES

Ti me: 30 Minutes
Format:  Lecture/open di scussion

Suggestions:

B - 15 Mnutes
A - 15 Minutes

SELF-CONFIDENGCE

RESCURCES




ENABLTI

LEARNING TASKS

A, Describe iaportance of
maintaining bhigh enerpy
level.

B Describe morale and
importaace.

its

C. State positive effects
of maintaining morale
aad high euaergy.

B. TDemonstrate wavs of
communicating morale and
high eneryy.

NG

~ 10

S KI1I

L

|
1
:
I. 0.5
i
2
Kry p OINTS AND PROCEDURES )
i
A maintain ent husi asm ,
be able to enjoy work :
and people i
meet physical and mnent al
demands of the job ‘
£
&£
B. the level of trust,
conf idence, €enjoyment, -
and interest creaced \
for self and passengers !
C. passengers MDre cooperative

and responsive to guide’s
leadership

enhances passenger
enthusiasm for excursion

voiece mi:dulation
body language
dress i
initiating i ndividual
contaot

giff‘s-y’.i




MORALE AND RHRIGH ENERGY

INS TRUCTI ONAT. TECHNI QUES RESOURCES

Ti ne: 1 Hour
Format: Lecture/open discus sion

Suggesti ons:

Illustratethe positive and
negative effects of personal
energy and interest on both
tour guide and passengers.

Dermonstrate ‘'energetic™ and
“lazy” verbal presentations
and di scuss effects.

B - 45 Mnutes
A - 15 M nutes




ENABLING SKTIL

LEA RN | NG TAS K§

Cive some exanples O
stressful Situations
that wav occur on tour.

Describe ways of
affectively handling
a stressful situation.

L.

Ry

[

NI

KEY PO NTS AND PROCEDURES

equi prent mal function
si ck passenger
accommodation shortage
conflict
driver/guide
passenger tardiness
obnoxiqys .passenger

tacn ” s
discretion
honesty s
politeness *
even tenper
respect

firm approach

in personalities -

PR

[,

Tl sy



- 13 -

HANDLE STRESSUPFUL

INSTRUCTIONAL TECHNIQUES

Ti me: 1 Hour 30 Minutes
fnmat' Lecture/role-p laying

Sugrestions:

Discuss stress and hew it can
effect the guide on the job.

Di scuss positive and negative
ways of identifying and dealing
with a stressful situation.

Have students role-play typical
stressful situaticns to
practice desling with them.

™

w

B - 1 Hour 15 Minutes
A - 15 Minutes

'S LT UATIONS

REZSOURCES

Worikshop file cards and role-
playing eval uation sheets.



ENABLING SKILL

LEARNI NG TASKS

A. Define the word
"friendliness'.

B. Desciibe the meaning
of "professional distance’.
C. Defice a ''professional
approach' o werk and
PASEENZers.

. Ulist some of the problems
thar may arise if the guide
does not 'maintain a
professional distance’ .

try

Give sone exanpl es where
the tour guide may be
especially required to
maintain a prof essional
distance.

M 0. 7

KLY PO NTS AND PROCEDURES

Ao - having the attitude of
one who cares
~ one who can be easily
approached
B. - individuality
~ enotional detachment
professinnal role and
position
no favoritism
-~ not beconing overly
fam |iar
=~ not opinionat ed
C. - premote friendliness,
concern, enpathy
show interest without
enccuraging any emotional
dependency or personal
involvement
think befere acting or
speaking
evaluata Situation honestly
prior to any invol venent
that could jeopardize
passenger/tour guide
rel ations
D. - personal enbarrassment
passenger may take offense
other duties interrupted
depriving group of
information
may offend driver
E. - alcoholism

famly disputes

racial, political or
religious beliefs

passenger attraction to the
tour guide

———

A, oy

s oy

LIRS,

ey

[



LEARNING TASKS (conti nued)

F. Explain why tour guide and
personal passenger relations
are nNot encouraged.

jt
i

KEY POINTS AND PROCEDURES
(conti nued)

F.

pre—occupy the tour guide,
resulting in a less
efficient service to the
group

pronot es | eal ousy

affects driver/guide

rel ations

pronotes unconfortable
situation between other
passengers and tour guide




- 16 -

EXHIBIT FRTENDLINESS WHI LE

MAINTAINING PROPESSIONAL DISTANCE

INSTRUCTIONAL TECHNIQUES RESQURCES
Time: 1 Hour 30 HMinutes None

Terrat: Lecture/discussion

Suggestions:

Give specific examples of actual
prcblems which challenge the tour
guide's ability to maintain
professional distance.

Emphasize that tour guide is not
a guidance counsel or.

Enphasi ze “equal time” ‘for al
passengers.

B - 1 Hour 15 Minu:es

A - 15 Minutes

o ]

ange

9.

i s

rs———



|

EN ABLI

LEARNI NG TASKS

A Define qualities of a

physical ly fit tour guide.

B. List sone of the physical

demands on the tour guide.

C. Givesome examples oOf
effective mental. control

D. Summarize the physical
and nmental attributes
required of a tour
guide .

- 17 -

NGSKI L L

0. 8

KEY PO NTS AND PROCEDURES

[@]

heal t hy
trim
agile

| ong working days

different altitudes
variabl e tenperatures
continuous group activities
gui ded wal ki ng tours

deci sive

alert (at all times)

even tenpered

ability to | eave persona
probl ens at hone

physical fitness

dress and persona
appearance

hi gh level of energy

high norale

sel f-confidence

handl e stressful situations
exhibit friendliness while
mai nt ai ni ng professiona

di st ance

interest and enthusiasm



MAIT NTAI N PHYSICAIL A

MENTAL FI TNESS

INSTRUCTIONAL TECHN QUES RESOURCES
Time: 1 Hour
Format : Lecture/open discussion

Topi cs and Suggesti ons:

1.

B
A

Definition of physical fitness
and its inportance to your
work duties. Full explanation
of the actual conditions you
work with andwhy your health
and physical fitness are

absol utely essential

Definition of mental alertness
and applying vour mental
coutrol to your job.

Summary of garsonal attitudes
and charactesrstics. Nvidaed
into physical and mental
actributes.

in discussion touch upon the
fFact that every tour guilde
should have at least cne
cemplete phvsical a year.

hrainstorm various ways of
maintaining physical and
mental fitness while tour
wuiding.

45 Minutes

15 Minutes

N D



GENERAL AREA OF COMPETENCE

3. . ORGANIZE AND LDELIVER COMMENTARY AND OTHER INFORMATION

ENABLING SKILLS

1. Explain tour schedule and itinerary
2. Explain customs and border regulations
J. Txglain ~each facitities and passenger -:{ety on board
. Complv with ceompany policies

5. Eupiuin general safety precaurions

4. Fwplain National and Regional Customs

7. Explain restauvront ond hortel facilities .d lovarions
5. Qrganize commentary

9. Deliver commentary
10. Adlib commentary

11. Answer passenger inquiries

TOTAL TIME 20 Hours 30 Minutes

B - 13 Hours 45 Minutes
A - 6 Hours 45 Minutes



ENABULING

LEARNING TASKS

A

Define a tour schedul e and
itinerary.

SKILL

N

KEY POINTS AND PROCEDURES

A

I ength and destination
of tour

traveling times between
st ops

routes being taken
attractions included in
tour

maj nr stops along tour
route

restaurant and hotel
accommodations

e oy

P e



EXPLAI N TOUR SCHLEDUTLE

AND ITINERARY

| NSTRUCTI ONAL  TECHNI QUES RESOURCES
Ti ne: 30 M nutes copy of itinerary sheet for
Forwat: Lecture/denonstrate each student

Suggestions:

Nemonstrate how to present and
explain the tour scihedule and
itinerury to passengers.

B - 15 Mnutes
A - 15 Mnutes




oo
i~
H

ENABLING SK IL L, NO. 2

LEARNING TASKS kEy PO NTS AND PROCEDURES
A. FExplain procedures for A -- inform passengers to nave
leaving Canada and entering identification ready
U.5 WA, (eg. birth certificate,

passport, driver’ s licence)

- di stinguish any non-
Canadians Or |anded inmmgrants
on board. They will need
valid passport
have a passenger count ready
for customs official
destination and length of
teip for custonms official

- foreign passengers will be
asked to di senbark and g»
threugh custems t0 have
pasaports and Vi sas checked

- passepgers must [€MAI N on
boarda:z all rines, ualess
instructed Ot herw se

B. Llist procoduues for re-entyy B. -~ passengers must De informed
co Canidi. of a1l declaration rights
and rvegulations (See
Canadian Custonms “| Declare"
booklet)

a L1 declaration fOrnms muzt
be complete
passengers 1O remain ON beard

~ tour guide should have
passenger count Of all
foreign visitors as they wili
have 10 go through inmigration
i nform passengers that any
opened bettles of al cohol must
be disposed of

- liquor cost lists should be
distributed
disembarkment at duty free
store should be done in an
orderly fashion, informng
passengers to forma single
line t0 purchase goods one at
atine
any passengers not purchasing
geads at the duty free must
remain on board
goads purchased nust remain
seal ed until custom clearance
no passenger will be allowed
to leave the tour prior to
custon Cl earance




EXPLAI

BORDER REGULATI

I NSTRUCTI ONAL ~ TECHNI QUES

Time: 1 Heour 45 M nutes
Format . Lecture by guest
speaker, written quiz, question
and answer period

Suggestions:

B - 1 Hour 30 Minutes
A - 15 M nutes

- 23 -

N CUSTOMS AND

O N S

RESOURCES

w1 Decl are” booklet for each
¢ tudent
Custonms official for guest
speaker
duty free cost sheets for
each student

- quiz sheets

- declaration form



ENABLI

LEARNI NG TASKS

Al

3.

Explain orn beard facilities.

Explain passenger cafety
precautions on board.

-24-

N G SK

L

LNO. 3

EEY POINTS AND PROCEDURES

A.

| ocation
functions (take full
advant age of all rest

st ops)

air conditioning system

(do not clog air conditioning

vents - when in use al
wi ndows nust be closed)
location of first aid kit

| ocation of fire extinguisher

location of energency exit
overhead | uggage racks

(for hand | uggage only)
consi deration in the use of
reclining seats, and use of
foot rests

ashtrays (to be used as
such and not for garbage)

| ocation of garbage bags
stereo system (to be
vperated only by tour
or driver)

gui de

to remain seated as nuch as
possible while bus is in
motion

i f walking when bus is in
motion be sure to have a
firmgrip in case of sudden
stop

i f using bathroom be sure
door i s | ocked

be aware of overhead rack
be sure all cigarettes are
conpl etely extinguished

do not cross over white line
when coach is in notion
when di senmbar ki ng use foot
st ool when provided

accept tour guide or driver

assi stance when stepping down

from coach

of bathroom and

-a

’

fo SR ]

Nt

di senbark in an orderly fashion

one at a tine (one side of the

bus at a tine)
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EXPLAIN cOACH FACILITIES AND

PASSENGER SAFETY ON BOARD

INSTRUCTIONAL TECHN QUES RESOURCES
Time: 45 Minutes Tour bus layout
¥o rmut ©  Lecture/open discussion

Sugpestions:

Field trip to a bus.

3 - 45 Mnutes



ENADBIL ING

LEARNING TASKS

A.

Explaia procedures for
havndling alccholic beverages
on beard the bus.

Expl ai n procedures for
handling smeoking on board
the bus.

Explain reusons for seat
rotation.

Cxplain proc>dures for
seiat rotation (seat
roftation in effact
primarily on long distance
tours).

KEX

A

POINTS AND PROCEDURES

{IF ALLOWED)
i N moderation only--no
abuse of liquor can be
tolerated
driver or tour guide has
the right to confiscate
bottles and in extreme
cases, passengers can
put off coach

(IF ALLOWNED)

~ cigaretre snoking only

-~ no pipes or cigars

be considerate of other
passengers as Sonme peopl e
find smoking of fensive
use ashtrays only for
extinguishing cigarettes

- so that all passengers
Wi || have the opportunity
to sit at the front of
bus

hel ps passengers to get
acquai nted

right-hand side of the

bus moves back two seats,

| eft-hand side forward two
seats

twire daily

be

t he




Z

27

CO MPLY W TH C€COMPANY POLI

I NSTRUCTI ONAL ~ TECHNI QUES

Ti me: 45 M nutes

Format: Discuss ion/demonstration
Suggestions:

Denonstrate seat rotation.
Emphasize the need for diplomacy

. AT
when dealing with these "seusitive
issues.

B - 30 Mnutes
A - 15 Mnutes

RESOURCES

C I

E S




ENABLTING

LEAIXNING TASKS

A.  Give examples of general
zafety pracautions that
passengers should heed
whien net eu bodrd the
ceach,

-~ 8 -

S

K

L L

KEY POINTS AND PROCEDURES

[ o. 5

ety

e

purses and wallets

trafijc fl ow and :
direction (especially %
foreign visitors not

used to right hand driving)
potential attraction 1
hazards (eg. Capilano
Suspension Bridge) o~
energency services at
attractions

local drinking water
conditions (eg. Mexi co)
effects of neat and altitude
(especially ol der passengers)
hotel safety systens
(emergency exits, sprinklers,
fire alarms, fire escape,
tour guide room number)

G- rw
Ferry

ek
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EXPLAI N GENERAL S AF

I NSTRUCTI ONAL ~ TECHNI QUES

Ti me: 1 Hour 30 Mnutes
Format: Lecture, open discussion,
question and answers

Suggestciocns:

B - 1 Hour 15 Mnutes
A - 15 M nutes

E TY » RE CAU T | ON S

RESOURCES

- guest speaker from National
Safety Counci |
“How to Survive a Hotel Fire”
(National Safety Council)
- brochure for each student
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ENABLI NG SKI LL KN oO. 25

LEARNI NG TASKS KEY PO NTS AND PROCEDURES
A. Explain national and A. - legal age of province or
rezional customns. state
time zone

m ni num age for drivers

al coholic beverage |aws
state or province holidays
pedestrian and traffic | aws
suggest where tipping is
appropriate and how much is
expect ed

(eg. waiters-waitresses,
cab drivers, tour guides
room mai ds, porters, shuttle
service)

(in Canada the expected tip
is 10%2. In U S A 15%
transportation costs
exchange rates

suggestions on local arts
and crafts

iocal food specialties

o n
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EXPLAIN NAT | ONMNAL AND

REGION AL CUSTOMS

I NSTRUCTI ONAL TECHNIQUES

RESOURCES

Time: 10 Minutes Prov incial or state visitor
Termiat:  Lecture

information bcochures

Suggestions:

(R

B - 15 Minutes

A - 15 Minutes



ENABLI

LEARNING TASKS

A. Explain impcrtance of
informing passengers of
liotel and restauraat
Locations.

8. Explain hotel and
restaurant facilities.

- 32 -

NG SKILL

KEY

Al

B.

fiotels -

0. 7

PO NTS AND PROCEDURES -

- prevents passenger from

getting confused or |ost
enabl es passengers to

give clear directions to
friends or relatives in

the area

al |l ows passenger to

judge proximty to major
attractions and entertai nment
in case of energency, could
save valuable time if

passenger knows exact

| ocation of hotel or restaurant

acconmodation type
dining facilities
recreational facilities
entertai nnent.

| ocation to nearest
shopping areas
laundry facilities
shuttle service

(if provided)
porter service

| ounge

Restaurant

type of nenu and cost
washroom facilities
licenced premi ses
ent ert ai nment



Pe
LI

EXPLAI N RE S TA U RAN T AN D

HOTE L FAC | L I T

I NSTRUCTI ONAL  TECHNI QUES

Ti ne: 30 Minutes
Format : Lecture

Suggesti ons:

Emphasi ze inportance of having
passengers write down name,
address and phone nunber of hotel
or restaurant on P/U brochure.

B - 15 Minutes
A - 15 Minutes

I

E S AN D LO CAT

RESOURCES

Hot el

rest aur ant

ON

brochur es



LIZARMNING TASKS

ENAMNBULTING

List the procedures for
organizing commentary in
a logical sequence prior
to departure.

Given a particular tour,
previie complete voute
dally ttinerary and

rraveloz ia proper sequence.

NO 8

POINTS AND PROCEDURES

establish the exact route
being taken, using a nmap

- follow route picking out

all attractions and points
of interest

arrange all infornmation
and travelog to correspond
in sequence to the route
bei ng taken

use nileage charts to
deternine coffee and | unch
breaks, and the pacing of
these breaks

calculate daily nileage,
and rest stops, to give an
accurate arrival time at
your final destination

(as abuve)



ORGAN I Z2E COM MENTARY

| NSTRUCTI ONAL ~ TECHNI QUES RESOURCES
Time: 4 Hours 30 Minutes waps on Vancouver and B. C.
Format : Lecture and denonstration artraction brochures
- historical, geographical
i nformation
restaurant |ocations and
i nformation

eg. daily itinerary sheets
Suggesti ons:
Provi de students with some sample
information and have them prepare

commentaries as an in-class
exerci se.

8 - 2 Hours 30 Minutes

A - 2 Hours {B question)



ENABLINGSIKTIIL

LEA RNING TASKS

A. Define commentary.

B. Describe types of
information provided
in a conmentary.

¢c. ldentify characteristics
of a “good” comentary.

D. Describe inportance of
providing an accurate,
rel evant presentation.

E. State reasons for
continuing devel opment
and upgrading of kncwledge.

F. Give 5 minute commentary
on a specific area.

- 36 -~

A, —

L N o 9

KEY PO NTS AND PROCEDURES

mle-by-nmile information
given along tour route

B. - historical/geographical
facts
tour routing
the day's itinerary
attraction informtion

c. - factually accurate
relevant to group’'s
interests

-  honest
D. - encourages passenger

confidence in tour guide
avoi ds enbarrassment of

being corrected by driver

or passengers

E. - self-confidence

ent husi asm

[

S

avoi ds boredom and “stal e”

presentations
- personal satisfaction

F. - good pacing
interesting and accurate
nmateria
ent husi astic voice
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DELI vER COMMENTARY

I NSTRUCTI ONAL ~ TECHNI QUES RESOURCES

Ti me: 15 M nute Per Student Eval uati on sheets
Di scussi on/ Denpnstrati on
5 Hours + 2 Advanced = 7 llours

Forma t: Discussion/demonstration Information kits with maps and
Practice brochures

Suggesti ons:

Di scuss various ways of devel oping
a commentary (eg. .notes, brochures).
Remind studeats to direct attention

to right/left hand side of coach.

Gve brief denonstration of “interesting”
and "boring" commentaries.

Student presentations and critique.

B - 5 Hours
A - 2 Hours - (5 Mnutes Conmentaries)
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ENABLIDNG SKII.

LEARNI NG TASKS

A, Define ad-libbing.

B.  Explain the kinds of
in formation Whi ch may
be provided when
ad-libbinyg.

C. Explain the benefits of
ad-1libbiae,

L N O.

A ara ey

—————

10

KEY PO NTS AND PROCEDURES

A VProvide information to
supplement t he prepared

tou

r commentary.

the province (history) ;
real estate :
property taxes

folklore

hurmor ous, relevant stories
celebrities

B. C. Medical Plan

cost of living

architecture

native peopl es

prevents passengers from
becoming bored or asking
inane questions

provi des passengers with
added, honest and interesting
information during quiet
parts of tour
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AD-LIB CO MM EN TAR Y

| NSTRUCTI ONAL ~ TECHNI QUES RESOURCES

Ti me: 2 Hours
Format : Lecture-denonstration/
, practice

Suggestions:

Have students do two minute
comentary with ad-1ib added.

Emphasi ze appropriate tining
of ad-1ibs (eg. allow passengers
tine to absorb information).

B - 1 Hour
A - 1 Hour (Oal comentaries with ad-1ib)



ENABLI NG S K

LEARNI NG TASKS

A,

Construct a list of nost
commualy asked questions.

Explain the inportance of
heing able t0 answer
passenger enquiries.

1 1

KEY PO NTS AND PROCEDURES

eating facilities,

locations, costs, tyne .
of meru offered, reservations,"
dress code

attractions, |locations, costs,”
transportation

I ocal transportation and cost,
bus routes, cabs, ferries,
special rates 1le. senior
citizen, Student

sources of entertainnment -

| ocations type of

entertainment, length of show,
cost, dress requirenents,
licenced prem ses, seating
arrangenents, reservations

emer gency nunbers and nedi ca
cover age

directions

shoppi ng areas and hours of
operation

airline connections

sources of visitors infornation.
eg. visitor and tourist

bureaus, museuns, ‘travel agent:
custom regul ations

exchange rates

wi |l pronote confidence and
dependabi lity of the tour
gui de

enhances tour guide's ocwn
know edge
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AN S WVE R PAS S ENG E R E N QU I R I E S

I NSTRUCTI ONAL  TECHNI QUES

Tide : 45 Minutes
Format : Discussion

Suggestions:

Ask specific questions about
British Col unbia to check for
general know edge.

Rem nd students it is better

to say “l don't know than give
an incorrect or msleading
answer .

B - 30 Mnutes
A - 15 Mnutes

RESOURCES

Li st of general questions
passengers might ask.
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GE NE RAL AREA OF COW E T E NCE

C. SET UP AND MAI NTAIN RESOURCE FILE

ENABLING SKILLS

1. Apply map skills

2. Interpret British Colunbia road map
3. Interpret Vancouver Gty map

t. Locate sources for information

5. Prepare resource file

6. Maintain and update resource file

TOTAL TI ME; 5 Hours 30 M nutes

B - 4 Hours
A - 1 Hour 30 M nutes
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EN ABLI NG SKILL NO. 1

LEARNI NG TASKS KEY PO NTS AND PROCEDURES

A Locate dgte of A - to follow the nost efficient
publication and route possible
state reason for + new hi ghways and i nproved
doi ng so. roads will be narked

ol d roads may be cl osed,
or will be nmarked in
regards to how they are
paved
any additional up to date
information will be added
eg. new ferry crossings
new roads, etc.

B. Locate | egend and B. - to explain colors and symbol s
state its function, used to define
-- provincial trunk highways
- provincial roads and nunbers
main city streets
attractions
public facilities
eg. airports, canpsites,
points of interest, etc. “°
- populations in cities and

t owns
C. Explain the use of a C. - a scale provides distances
scal e. by using inches or centimetres

t 0 reasure distances
eg, 2" equal 40 miles

D. Using an index and grid D. -- locate town in index
system luocare a town on - locate letter and nunber
a map. written beside that town
- locate letter at the top
cf map

- locate number to the left
or right of the map

- join the letter and number
on map t0o locate town



AP PLY
I NSTRUCTI ONAL  TECHNI QUES

Ti me
Format :

45 M nutes
Lect ure/ denonstration

Suggestions:

Have students |ocate date,
| egend, scale, and indexes
On both the 8. C map and a
city map.

B - 45 Minutes

MAP S KI LLS
RESOURCES

B. ¢. Road Maps
Vancouver City Maps



ENAB L | NG S K

LEARNI NG TASKS

Identify the road
classifications and
gi ve exanpl es of each.

Locate and identifyw
highway markers.

Given two cities
calculate the distance
bet ween them

| dentify and give
exanpl es of various
map symbols.

Find mountain ranges and
rivers of importance.

L L

NO 2

KEY PO NTS AND PROCEDURES

B.

]

- 2 lane, paved
- gravel
- proposed

mul til ane

NP,

W, O

Refer to B. C. road map for
mar ker s.

Distances are marked in red
between Cities,

- . airports
- ferries _
sovernment canpsites

- points of interest

Refer to B. C. map.
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IN TERPRET B.C. RO AD MAP

| NSTRUCTI ONAL  TECHNI QUES RESOURCES
Ti ne: 45 M nutes a copy of a B. C. road nmap
Form t : Lecture/working session for each student

Suggestions:

B - 45 M nutes



ENABLI NGSKI LL ® 0. 3

LEARNING TASKS KEY PO NTS AND PROCEDURES
A, Using entire Vancouver A, Refer to Vancouver Visitors’
Visitors' Map, identify: Map .

three major golf courses
three major attractions
two lsakes

three nmgj or outbound
streets from downtown
Vancouver

two universities

three major parks
locate i nner and outer
Vancouver harbours

four bridges

t hree Vancouver suburbs
three bays

three majcr hi ghways

| eading to and from
Vanceuver

three islands

one scenic drive
Canada/U.S. beundary
all ferry terminals

B. Given street names of a typical
Vancouver sightseeing tour,
identify ncrth, south, eastc,
west directions.

¢. Given street names, identify
which are “one way".

oty



1 NTERRET VA NCOUWERCI1 T Y MNP

I NSTRUCTI ONAL ~ TECHNI QUES

Ti me: 1 Hour
Format: Discussion/class participation

Suggestions:

Class participation exercise.

B - 1 Hour

RESOURCES

Vancouver City Visitors' Map
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ENAB L I N G S K I LL N O 4
LEAPNING TASKS KEY PO NTS AND PROCEDURES
A State the inportance of A - credibility of references
knowi ng the direct sources ~ clarify questions from :
of information. passengers regarding {

sources of information

B. ldentify the proper scurces B.

of information for the

fol | ow ng:

a) historical ay libraries, mnuseumns,
hi storical societies,
book stores, local
publ i shers

b) geographi cal h) cartographers, library,
National Geographic, BCAA
Parks Canada

c) border crossing ¢) Canada Custons and | nmmigration

d) specific Vancouver d) Vancouver Convention and

i nformation Visitors' Bureau, City

Archives, Parks Board, | ocal
publishers, library

e) regional information ¢) Tourism 3. C., Chanbers of
Commerce

£) U.S./Foreign travel £) Travel U.S.A., Consul ates,
Tourist Information Centres,
travel consultants, library

g) current events g) newspapers, Tine, Life,
Newsweek

h) ferry schedul es h) B. C. Ferries

i) local transportacion i) B. C. Hydro, Pacific Coach Lines
G eyhound _

j) train schedul es j) B. C Rail, VIA Rail

k) attractions k) brochures from attractions

1) emergencies 1) police stations, hospitals,
fire stations, St. John's

m hotels and restaurants m B. C. Mtel. Association, Hotel
Associ ati on, BCAA, Vancouver
Cui del i ne brochures, direct
cont act

n) traffic laws and n) Dept. of H ghways, RCMP. ,

regul ations BCAA
0) shoppi ng/ entert ai nment o) Better Business Bureau,

Vancouver Magazine, Southwestern
British Colunbia Tourist
Associ ation
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LOCATE SOURCES FORINVFORMATTI ON

| NSTRUCTI ONAL  TECHNI QUES RESOURCES
Ti me: 1 Hour Resource Quide for Travel
Fermat: Discussion Counsellogi

(frem Tourism British Col unbia).

Suggestions:
Suggest that students always

be alert for nzw sources of
i nf ormation.

B - 1 Hour




ENABLINGSKTITIL L NO. 5

LEARNING TASKS KEY PO NTS AND PROCEDURES

A. State the inportance A -- provides the tour guide
of setting Up a resource with all the necessary
file. information to provide

a proper tour

- prepares the tour guide
for any questions that
may be asked by passengers
or co-workers

-- if tour guide is unfamliar
with. tour route, the
resource file will provide
the tour guide with
necessary information to be
studied prior to presentation
if driver is unfamliar with
route the tour guide will be
able to provide himwth
necessary instructions and
i nformation
the more informative the
tour guide the nore val uable
the tour guide

-

B. Describe the contents B. - afile or manual of updated
of a resource file. tour information which
includes - maps
- attractions-rates,
operating hours,
| ocations, phone
number s
hi storical and geographi cal
i nformation
restaurants-|ocations, phone
nunbers, types oOf
menus, costs, etc.
hot el s-1 ocati ons, phone
numbers, type of
acconmodat i ons, managers
nanes
- daily | og sheets
current events
traffic laws and regul ations
- border procedures-local and
foreign
emergency numbers-host, police,
fire, etc. ,
tour operators-foreign sightseeing
tour guide services-out of town
shoppi ng, entertai nnent
i nformati on centres




PREPARE RE S OUR

I NSTRUCTI ONAL ~ TECHNI QUES

Ti me: 1 Hour 30 M nutes
Format: Lecture and witten test

Suggesti ons:

Have students acquire materials
for their own local resource
files. By the end of the training
program each student should have
developed a .file which can be used
on the job.

- 52 -

CE FI LE

RESOURCES

Sample resource file



EN ABLING SKIL

LEARNI NG TASKS

A, State the inportance of
mai nt ai ni ng and updating
a resource file.

B. Identify the proper
procedures for maintaining
a supply of current
resource nmaterials.

LNO. 6

KE ¥ POINTS AND PROCEDURES

to avoi d giving outdated
information to passengers
to keep file clean and

| egible

to enhance know edge and
i mprove service to
passengers

~ keep an accurate record

of the type and quantity
of materials used

sort and di spose of al
out~of-date information
repl ace damaged material s
(eg. maps and brochures)
add updated information



VA

I N TA Il N AN D U P DAT E RE S O U RCE F

INSTRUCTIONAL TECHNIQUES

Time: 30 M nutes
Format: Discussion/lecture

Suggestions:

Discuss what could occur if
resource file is out-of-date.

- 54 -

RESOURCES

LE



G

E N E

o

2
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RAL A REA O COWETENTCE

D. ORAL COVMUNI CATE. ON

ENABLING SKILLS

G ve oral presentation
lise microphone

Give directions to driver and passengers

TOTAL TI ME: 3 Hours 15 M nutes

B - 3 Hours 15 Mnutes

P
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TNABLI NG SKIIL o 1

LEARNI NG TASKS

A Gve a2 ninute ad-lib
presentation on a favorite
interest.

KEY PO NTS AND PROCEDURES

A. - logically organized

- interesting
rel axed presentation
eye contact

-~ posture
clear diction
vocabul ary

- gestures
audi ence reaction
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GI VE OR AL PRES EN TAT I ON

| NSTRUCTI ON  TECHNI QUES RESOURCES

Ti ne: 1 Hour 30 Minutes Guest speaker from the Toastmasters,
Format. tecture/ slide and on Public Speaki ng

demonstration

Suggestions:

Thi s particular activity can be
very stressful at first. Try to
put students at ease..




E NB LI NG S K

LEARNI NG TASKS

A ldentify the parts of a
m crophone system on a
coach .

B. Describe factors which
can danmge the m crophone
or irritate passengers.

C. State procedures for
proper use of m crophone.

D. Give brief presentation
using mcrophone.

KEY PO NTS AND PROCEDURES

[ ncl ude:

on-of f switches

vol une control

m crophone *“hol ster”
coach speakers
microphone

bl owi ng i nto m crophone
yelling into m crophone
speaking too closely into
m crophone

continuously pressing on/off
button

swi ngi ng m crophone on its
cord

bangi ng m crophone

turning head away while
speaki ng

check that mcrophone
systemis in good working
order

hol d m crophone 8 - 10"
from nouth

speak clearly and a little
more slowy than usua

ask passengers if

everyone can hear you
properly and adjust vol une,
mouth, etc, as necessary

li steners should hear every
wor d

volume should be constant
sound quality clean and clear



USE MICROPHOMNE

NS |" RUCTI ONAL TECHNI QUES RESOURCES

Tine : 1 Hour P. A System
Format:  Denonstration/practice

Suggesti ons:

‘Provide immediate feedback to
students after each presentation.




E NAB L I NG

LEARNI NG TASKS

A. Describe nmost inportant
poi nts when giving directions
to the driver on a noving
coach .

B. State procedures for giving
directions to passengers
(not on board the bus)

3

KEY PO NTS AND PROCEDURES

use correct names and
nunbers for streets,

hi ghway exits, etc.
give plenty of time for
driver to react to
directions

check to see directions
have been under st ood

speak loudly and clearly
repeat nanes, nunbers,
tines, etc.

use visual aids such as
maps, |andmarks, street
names to orient passengers
provide witten directions
or sketches if necessary
check for questions

outline maps when necessary
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GIvEDI RECTI ON S TO

DRIVER AND

I NSTRUCTI ONAL  TECHNI QUES

Ti me: 45 Minutes
Format : Lect ure/ denonstration

Suggesti ons:

Point out the inportance of
‘giving clear directions at

all times (custons, attractions,
ferries, shopping malls, etc.)

Denonstrate procedures for
giving directions to driver
and passengers.

PASSENGERS

RESCURCES

Route maps
Attractions,

naps



GE NE RAL AREA OF COMPETENTCE

E. MAI NTAIN GOOD TOUR GUIDE/DRIVER RELATI ONS

ENABLI NG SKI LLS

1. ldentify areas of responsibility

2. Work cooperatively with driver

3. Handle tour guide/driver conflicts
4. Coordinate commentary with driver
5. Maintain rapport with driver

Identify aveas of responsibility of driver and tour
gui de on long distance tour (advanced)

(@ 3Y

7. Encourage driver participation in group activities
(advanced)

TOTAL TI ME: 3 Hours 30 M nutes

B - 2 Hours 15 Mnutes
A - 1 Hour 15 Minutes



EN ABLI NG SKI LL

N O. 1

LEARNI NG TASKS KEY POINTS AND PROCEDURES

A Describe the responsibilities A

of the tour guide and driver.

Tour Guide

- loading and unloading of
passengers
commrent ary
mai nt ai ni ng order and control
cn board the coach

- passenger count after every

stop
attractions and rel ated
i nformation

updat ed information on
restaurants and hotels,
shopping, entertainnent,
|l ocal transportation

- group reservations
routing, directing tour,
procedures for adni ssions
to attractions, airport
procedures

- border and custons procedures
mai nt ai ni ng schedul e

- plan lunch and coffee stops
enroute
represent conpany interests

- handl e conplaints, energency
situations, tour related
problems

- know of additional local
sightseeing tours
awareness of local. traffic
laws and regul ations
control mi crophone

Driver
mai nt enance and condition of
coach
responsi bl e and courteous
driving

- familiarity With route, to be
able to understand directions
obey local traffic laws and
regul ate luggage handling and
count, border procedures,
repairs, fuel, bathroons,
ashtrays, hel ping passengers
of f the bus
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ID EN TIT ¥ AREAS OF RESPONSIBILITY

| NSTRUCTI ONAL  TECHNI QUES RESOURCES
Time : 30 Minutes
Format . Lecture/open discussion

Suggestions:

This segment will outline the

i mportance of good tour guide/
driver rel ati ons and what effect
it has on the tour.
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ENABLING S K I LL NO 2
LEARNING TASKS KEY DPOINTS AND PROCEDURES
A. Define cocpcration. A. - respond tO suggestions
respect know edge and
experience
acknowledge contributions
conpron se

Describe the benefits

t
i

g ive passengers the feeling

of a goud tour guide/ of ease and confidence if
driver relationship. they see both working as a
t eam

give the tour guide a good,
solid, friendly base on which
to conduct the tour
discourages passengers from

t aki ng sides



-

WORK COOP

w I  TH YQU

| NSTRUCTI ONAL ~ TECHNI QUES

Ti me: 30 M nutes
Format: Di scussi on

Suggesti ons:

Di scuss how the driver could make
it very difficult for the tour
guide to maintain enthusiasm or
cause enbarrassment by constant
correction, giving the tour guide
a feeling of inadequacy in front
of tour group.

Driver may refuse to acknow edge
tour guide's professional position,
resulting in his refusal to
cooperate with the tour guide's
planned itinerary for the tour

- 66 -~

ERA TI VELY

R DRI VER

’

RESOURCES

None



EN ABLI NG

LEARNI NG TASKS

A Given a specific conflict
situation between tour
guide and driver, |ist
some Of the solutions that
may rectify differences.

~ 67 -

S K

LL

NO.

3

KEY PO NTS AND PROCEDURES

show a common respect for
each ot hers profession

make the passengers aware

of driver's presence by nane
i ntroduction

when possible include driver
in commentary

always thank driver at the
end of the tour, encouraging
the group to do the same *
clarify job descriptions so
that both are fully aware of
each others responsibilities
choose appropriate time and
place to discuss differences

z
1
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HANDLE GU1 DE DRIVER CONFLI

| NSTRUCTI ONAL TECHNIQUES

Ti ne: 45 M nutes
Format:  Discussion/rol e-play
Suggestions *

Have students participate in
resolving typi cal guide/driver
conflicts in role-play situations.

RESOURCES

Role-plays
Eval uati on sheets

CcT

S



ENAB L |

LEARNI NG TASKS

A Describe ways of
coordi nating comentary
with driver.

- 69 -

NG S K

LL N O 4

KEY PO NTS AND PROCEDURES

A. - establish driver’'s

know edge of the area
conpare notes to be sure
facts are the same

- pace commentary to
driving route

- go over route prior to
departure (when possible)

————



- 70 -

COORDI NTE COW E N TA

I NSTRUCTI ONAL  TECHNI QUES

T ime: 15 M nutes
Format : Discussion

Suggesti ons:

Di scuss the effect of not
coordinating Wi th driver.

1. Passengers may becone
confused if the tour
guide and driver do
not give the sane
i nfornati on.

2. The driver may correct
the tour guide,
therefore causing
embarrassnment for the
tour guide with the
group.

3. The tour guide will
eventual ly lose the
confidence of the group.

RY

Wl T H DR

RESOURCES

IVE R



E NAB L |

LEARNI NG TASKS

A Provide exanpl es of why
the rapport nust be
mai nt ai ned.

B. Describe how to naintain
rapport with a driver

- 71 -

SKI LLNO. S5

-~

Kix PO NTS AND PROCEDURES

A - for the confort of the

passengers
- for the enotional state

of both tour guide and
driver
it is aresponsibility
the tour guide and driver
have to the respective
tour conpany they are
representing
it can mean the difference
bet ween a successful tour
and a bad one

B. - neke consessions at certain
times
include driver in social and
group activities
limit denmands on driver
(eg. extra tours, picture
stops, shuttle services)
occasionally share meals or
a social evening together
show' confidence and support
in himthroughout the tour



MA I N TA I N RAP

| NSTRUCTI ONAL TECHNIQUES

Ti me: 15 Mnutes
Format: Discussion

Suggestions:

- 72 -

PO RT W

TH D R

RESCGURCES

VE

R
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ENABLING SKILL 0. 6

( ADVANCED)

LEARNI NG TASKS KEY PO NTS AND PROCEDURES

A List some of the driver’s A. - mintain and clean coach
responsibilities while on a (eg. ashtrays, washroom
| ong distance tour. floor, fuel, etc.)

keep daily log of mleages
state m|eages

manage own expenses and
coach expenses

(eg. repairs)

| oad and unl oad | uggage
keep exact count of |uggage
passenger control (in
extreme cases)

mai ntai n schedul e

cautious and safe driving
take directions--give
directions

be aware of |ocal and
foreign traffic laws and
regul ations

he famliar with foreign
destinations and their custons
nmaintain professional inmage
be courteous, polite,
informative and hel pful to
passengers

encourage teameffort wth
tour gui de

pronmote tour operator and *
travel industry

B. List some of the B. - direct driver when necessary
responsi bilities of the provi de commentary
tour guide on a long - entertain passengers
di stance tour. keep order and control on coacu

confirm hotel, attraction
restaurant reservations

keep daily | og
handl e passenger conplaints and
probl enms

handl e probl em passengers

- handle health energencies
wake-up calls
added attraction requests
routing of tour

- local sightseen tours in
foreign cities
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LEARNING TASKS (continued)

KEY PO NTS AND E ROCEDURES

{(coutinued)

B. B.

arrange |uggage pick-up

| uggage drop-off procedures
handl e all financia
documents related to tour
(eg. expense reports, receipts,
draughts, etc.)

border procedures

be conpletely famliar with
all areas of tour

(eg. shopping areas,
entertainment, etc.)

mai ntai n professional imge
team effort with driver

be courteous and polite to
passengers at all tines
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EN ABLI NG SKILL NO. 7 '

( ADVANCED)

LEARNI NG TASKS KEY PO NTS AND PROCEDURES
A List some group activities A. - games on board the coach
that the driver should be (eg. Mutt and Jeff)
encouraged to participate Wi ne and cheese parties

in. group dinners

group entertainnent
(eg. nightclub tours)
picnics

guided tours
emergency situations

B. List sone of the positive B. - passengers will accept
results of including driver driver as a participating
in group activities. menber of the tour

will pronote passenger
confidence if they see

good team work up front

will pronote conplete
recognition and faith in

the company if the passengers
see a solid and effective
driver/tour guide relationship
a happy driver enjoying his
vocat i on

pronotes a nore rel axed and
enj oyabl e at nosphere

pronotes tour operator and
travel industry



ENCOURGE DR
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IN G ROU P ACT IV | T

I NSTRUCTI ONAL ~ TECHNI QUES

Ti ne: 30 Mnutes
Format: Open discussion

suggestions:

VE R P ART I C I
I E S
RESQURCES

PAT

ON
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GE N E RAL A RRA O F C Ow ET EN CE

F. MANAGE TOUR GRCUP

ENABLI NG SKI LLS

1. Prepare for departure (advanced)

o
.

Deal with late or lest passengers
3. Handle grecup at attractions
4. Handl e probl em passengers and complaints

5. Encourage growth of group feeling (advanced)

TOTAL TI ME: 5 Hours 45 Minutes

B - 1 Hour 45 M nut es
A - 4 Hours

——

"Wi

|

Y 2t )

Hpesomtit

vy
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ENAEBLING SK IL L NO. 1

LEARNI NG TASKS

A ldentify the correct
procedures in preparation
for a tour departure.

B. List exanples of
situations that could
arise, to delay or
account for passengers
not showi ng up for
departure of tour.

Cc. List the appropriate
procedures for handling
various delays.

KEY PO NTS AND PROCEDURES

B. -

pi ck up correct passengers
at designated pi ckup points
check of f passengers at

pi ckup poi nt

mai ntain the schedul e of

pi ckup tines

wel come passengers on board
distribute nane tags where
applicable

i dentify yourself, the
driver and conpany represented
identify the tour and its
destination

check that luggage is
appropriately marked, with
correct baggage tags

phone m ssing passengers

last minute” illness

confusion in pickup points
delay in traffic

| at eness due to oversleeping
confusi on over departure date

C. - (if during office hours)

contact tour conpany for
further instructions
last minute illness -

contact passenger, refer them
to the tour office, then
proceed with the tour

make accommodation and
attraction cancel |l ation
enroute as necessary
confusion of pickup point

call passenger’s hone,
determ ne pickup point to whi
they have proceeded. Alow a
15 minute waiting period and
proceed to the tour’s next

pi ckup poi nt
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LEARNI NG TASKS (continued) KEY FPOINTS AND PROCEDURES
(continued)
c. G. - delay due to traffic -

if the pickup point is a
restaurant or hotel,

| eave instructions wth
hotel staff nenmber f{e.

provi de licence plate of

coach and route being

taken, advise passengers

to take a cab and follow
pickup route. If local

Si ghtseeing wait 15

m nutes and proceed with

t our

| ateness due to oversleeping -
contact passenger and give
t he passenger the option

of picking up the tour at

any of the schedul ed pickup
points

confusion of departure date -
contact passenger, refer to .
the tear office and proceed ;

T
o




PREPARE F OR DEPARTURE

I NSTRUCTI ONAL  TECHNI QUES RESOURCES
Ti me: 1 Hour 30 M nutes Pickup lists, luggage tags
Format: Answer/question period name tags, test sheets

rol e-pl ayi ng

Suggestions:

Witten test.



ENAB L |

LEARNI NG TASKS

A. ldentify correct procedures

dealing with late passengers

B. Gve exanples of how the
tour guide can avoid |osing
passengers.

c. List procedures if guest
is lost or mssing.

- 82 -

NG S K I LL

KEY PO NTS AND PROCEDURES

A

give clear firm explanation
to the entire group of the
i mportance of maintaining
the planned itinerary, and
schedul e

point out that although
each passenger is an

i ndividual they are
participating and
traveling as a group
enphasi ze consi deration and
respect for all tour group
menbers and staff

give distinct and clear
description of bus (color,
| ogo and licence pl ate
nunber)

point out |ocation of bus
for re-grouping, visua

| andmar ks, tour guide,
driver and conpany name
always give explicit
instructions of exit

| ocations from attractions,
shopping centres, parks,
restaurants, hotels, etc.

s

i

assune the responsibility

for the passenger search,

never allow other nenbers of

the group to disembark to help,
or you will find nore

passengers will disappear

have full nane and description
of mssing party for P.A.
System or providing descriptiou
to authorities

- if unabl e tol ocate passenger

inform police
check local hospitals, report
to tour conpany for further

directions
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DEAL WI TH LO S T O R LATE PASSENGERS

I NSTRUCTI ONAL ~ TECHNI QUES RESOURCES

Ti me; 30 Minutes
Formn t: Lecture/discussion
suggestions :

Exanpl e situations for late and
m ssing parsons.

B - 15 Mnutes
A - 15 Mnutes




ENAB L | NG

LEARNI NG TASKS

A. ldentify and list the
proper procedures for
managi ng and acconpanyi ng
the group to attractions.

KEY PO NTS AND PROCEDURES

not e passenger count and

age breakdown

identify status of

passengers for ticket

adm ssi on when necessary

(eg. senior citizen, adult,
student, junior, child)

conpare group rates at the
attraction to those given

by the tour conpany

make special arrangements

for handi capped passengers

(eg. wheelchairs, strollers)
purchase required adn ssions

at the group reservation

booth, leaving group on board
the bus

if using attraction voucher for
adm ttance escort entire group
to the entrance imediately
pick up any information or

maps avail abl e that may assi st
your passengers once inside
the attraction

prior to distribution of
tickets explain clearly
departure time, and | ocation

of bus, in regards to exits
from attraction

gi ve passengers the option of
acconpanyi ng the tour guide
once inside the attraction

or going their own way

make passengers aware of
attraction services

(eg. lost and found, eating
facilities, banking, energency
services)



H
e
(9]
A

LEARMING TASKS (continued) KEY POTINTS AND PROCEDURES

(continued)
B. List procedures for B. - brief group on length of tour
conducting an attraction explain what is included in
tour. the tour

explain eating arrangenents,

washroom facilities and

attractions invol ved

stress the inportance of

promptness and staying with

the group

carry a distinguishing narker

for passenger easy identification
- keep a steady but confortable

wal ki ng pace

e}
1

c. Gve instructions for purchase and provi de necessary

sel f-guided tour through admi ssion tickets
attraction. explain types of tickets and
their use

brief group on the attractions
supply any maps or useful
information. on the attraction
acnounce departure time and
locaticn

- point out exits in conjunction
to where the bus will pick up
acconpany group to the
entrance of the attraction
remain available for 15
m nutes for questions




- 86 -

HAWN D L E G RO UP AT ATTRACTI ONS

I NSTRUCTI ONAL  TECHNI QUES RESOURCES

Ti me: 45 M nutes
Format: Lecture and di scussion

Suggesti ons:

B - 30 Mnutes
A - 15 Mnutes

o
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EN A. BLING SKILL NO. 4

LEARNI NG TASKS KEY PO NTS AND PROCEDURES
A ldentify various problens A. - one passenger disapproving
that may arise on a tour, of the nusic selection,

when it is being enjoyed
by everyone else
-passengers refusing to
rotate seats
- passengers |osing
attraction tickets
- passenger conplaints over
unsati sfactory acconmodati ons
passenger | 0sing traveller
cheques
- passengers conplaining about
their itineraries
(eg. choice of attraction)
conpl ai nts about |unch and
coffee shops
incompatibility amongst

passengers

B. Identify the proper B. The student must identify each
procedures in handling of the follow ng:
probl em passengers and - listen attentively and
complaints. synpat hetical ly

act courteously and avoid
taking the matter personally
- listen effectively and ask
questions for clarification
i f unable to deal wth
specific problem or conplaint,
refer it to the appropriate
authority for action

C. In a role-playing situation, C. The upset “passenger” is visibly
resolve a problemwth a calmer and satisfied with
passenger . resol ution of the problem




HAN D L
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E P ROB L M

PASSENGER ANDCOMP LAl NT S

I NSTRUCTI ONAL TECHNI QUES

Ti me: 2 Hours 30 Minutes
Format: Lecture/discussion/
rol e--playing

Suggesti ons:

Stress inportance of carefu
listening and clarification of
t he probl em before taking any
action.

G ve each student an opportunity
practice in the “tour guide”
rol e.

B - 30 M nutes
A - 2 Hours

RESOURCES

Workshop file cards and role-
pl ayi ng eval uation sheets




ENNB L I N G S K

LEARNI NG TASKS

A List ways of encouraging
group feeling in the
passengers.

LL NO 5

KEY PO NTS AND PROCEDURES

after every seat rotation,
have passengers introduce
thensel ves to passengers

in the opposite seats
introduction ganmes such as
Mutt and Jeff

stress the benefits of
being in a group situation
for:

a) eating facilities

b) attractions .

c) entertainment facilities
seating arrangenents at
restaurants-- encourage
passengers to sit in groups
of four and nore

encourage passengers to
participate in group
entertainment activities,
on and off the coach
conpl i ment your group as a
whol e

when nmaking announcements at
hotel s, restaurants or
attracti ons, emphasize the
group nane a little

(eg. would the “delightful”
Happy Tours G oup pl ease
assenble. . . . etc.)



ENAB L |

LEARNI NG TASKS

A Explain basis for a check
list pre-trip planning

B. Make up a check list
docunenting all pre-trip
arrangements.

NG S K

1

KEY PO NTS AND PROCEDURES

so that all paper work

and travel docunents are
in order

all personal business is
in order

all tour related materials
are in order

report to tour conpany for

tour supplies

pick up: nusic tapes - if
required

entertai nment - quizes -

bingo - children’s games -

song sheets, etc.

nanme tags (provided by the

tour conpany for passenger

identification)

tour gui de and conpany badge

extra luggage tags

daily itineraries

al | tour related docunents



93 -

MM KE A CHEC K L iISsT

| NSTRUCTI ONAL ~ TECHNI QUES RESOURCES
Ti me: 45 M nutes Examples of
Format : Lecture/di scussion - luggage tags
- daily itineraries
nane tags
- ganes

song sheets
Suggestions:
Have students make up a typica

check list for a city or
overni ght tour as appropriate.

B - 15 M nutes
A - 30 Mnutes
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ENAB I NG S KI LL w O 2
LEARNING TASKS KEY PO NTS AND PROCEDURES
A Dascribe docunents A 1. Mps (eg. tour route and
reeded before tour begins. city maps relating to tour,
attraction maps if
avai |l abl e)

2. Daily log (record book to
| og each days activities
while on tour)

3. Rooming list - a formthat

shows all passenger nanes

and room requirenents

(eg. types of accommodation-

double, single, twin, etc

al so the nunber of roons

required, special requests)

Pick up list - conplete

list of the passenger count

and location of pick up

points, tinmes of pick ups
and the nunber and nanes of
pax at each point

5 Seat rotation lists -
conplete list of passengers
names and seat nunbers
assigned, rotation schedule
to be changed twice, daily

6. Expense reports - blank
expense reports to be
conpleted by the tour guide
enroute (eg. hotel room
expenses, attraction
expenses, mscel |l aneous
expenses, a conplete
documented account of nonies
spent)

7. Attraction vouchers - pre-
paid admssion ticket to
attractions, to be presented
at attraction entrance

8. Hotel drafts and breakdown
sheets - draft is used as
cash to pay hotel accounts
the breakdown will list cost
of rooms requested, also
| uggage service costs. The
Tour conpany breakdown shoul d
conply with hotel

o



ACQUIRE AL NE CE S SAR DOCUMENTS

| NSTRUCTI ONAL TECHNI QUES RESOURCES
Ti ne: 1 Hour 30 Mnutes Sanpl_e copi es of:
Format: Question and answer - dally 10g_sheets
peri od roonming lists

- pick up list

seat rotation |ist

- blank expense report
attraction vouchers

- hotel draft and breakdown

Suggestions:

Revi ew t he purpose and
function of each docunent.

B - 15 M nut es
A - 1 Hour 15 M nutes
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EN ABLI NG SKI LL NO. 3

LEARNI NG TASKS KEY PO NTS AND PROCEDURES
A Give exanpl es of passenger A. - special duties
special requirements. specific roomrequests

- health probl ens

- handi capped persons
any special travel
arrangenents

- distribution of extra
heal th insurance policies
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AS C E RTA I N SPECI AL

CLI ENT REQUI REMENTS

| NSTRUCTI ONAL  TECHNI QUES RESOURCES
Ti me: 30 Mnutes Exawple of insurance policy
Format : Discussion Roomi ng |ist wth special

requirenents
Topi c:

Passeuger pre-ordered speci al
requirenents.

B - 15 M nutes
A - 15 Mnutes




ENABL

LEARNI NG TASKS

A ldentify types of
requirenents a tour
operator may have

- 93 -

NG SKI LL nNo 4

KEY PO NTS AND PROCEDURES

A. - uniforms
smoki ng/ dri nki ng
entertai nment on board
driver working hours
deviations fromitinerary
expenses
schedul e
ener gency procedures
guided tours/attractions
m scel | aneous

—r—
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C OP LY WI T H T OUR OP E RA TO R

RE Q U I REME N TS

I NSTRUCTI ONAL  TECHNI QUES RESCOURCES

Ti me: 45 M nutes

Tour Operator as guest speaker
Forma t: Discussion

Suggesti ons:

Di scuss requirements a variety
of tour operators may have.

B - 15 Mnutes
A - 30 Mnutes
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EN ABLINGSKIL L & 0.5 i

( ADVANCED)

LEARNI NG TASKS REYy PO NTS ANI) PROCEDURES
. . L
4 List some basic procedures A. -~ note origin and destination
for compiling a trip manual points of tour 3
for a long distance tour. " note all attractions, hotel
and restaurant |ocations ¥
being used on tour i

obtain specific maps related
to tour route and city tours -
i nvol ved
~ outline tour route being
taken on maps
- average daily m|eages
-- gather information rel ated
to tour
conpi l e manual 1in | ogica
sequence to tour itinerary

B. List ccntentsof trip manual. B. - index

hotels~-location, description,
phene nunber, address,
conveni ence to shoppi ng
and entertainment,
type of accommodations,
eating facilities,
| ounge, cabaret,
manager's name, elevator,
porter service, etc

restaurants--1ocation
directions, phone
nunber, address, type
of nenu, seating
arrangenents, cost,
specialities of the
house, manager’s name

attractions--location, directions,
phene nunber, address,
type of attraction
operating hours, group
and individual rates
emergency facilities,
suggested length of tine
needed to appreciate
attraction




LEARNING TASKS (continued)

Expl ai n the inportance of
conpi ling manual in |ogica
sequence.

Li st procedures for upgrading
trip manual .

Given a specific tour route

prepare a trip nmanual

- 101 --

KEY PO NTS AND PROCEDURES
(continued)

B.

C.

E.

emergency phone nunbers

and addresses to police,
anbul ance, fire departnent,
hospi tal s paranmedics, in al
maj or cities and stopover
poi nts throughout tour
mile for mle historical
geographi cal information
related to tour

and

detailed city tours being

conducted on tour
general information
to tour

(eg. local fol kl ore, real
estate, politics, etc.)
suggested ganme list

(eg. Murt and Jeff, New ywed
game, Ringo, etc.)
types of entertai nment
children on board

related

for

- humcrous stories--jokes
- daily itinerary and m | eages

qui ck reference

elimnates confusion of’
areas

makes for a nore organi zed
tour guide

easier for upgrading

easy to index

constantly recording in |log
book, new information
(eg. different restaurants to

try, additional choice scenic
routes, new found shopping
areas, picnic spots

new games to play on board
coach,
new stories and jokes to tell)

- pick up brochures--constantly

To include Skil

| ooking for changes in
acconmodation, eating facilitie:
attractions, group rates
operating hours, costs,etc.

pi ck up business cards and
panphlets at all facilities

Nos. 1, 2& 3
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P RE PA RE T R I P MN UAL
I NSTRUCTI ONAL ~ TECHNI QUES RESOURCES
Ti me: 10 Hours 30 M nutes Trip brochures (from operator)
Format: Lecture/discussion/ Daily itineraries
field trip Us. Western States map

San Francisco city map

Hotel, restaurant, attraction
brochures

“Key” San Franci sco

Mile to mle information sheets
Business cards

Log book

Suggesti ons:

Students outline routes on
maps.

Take students to | ocal
information centres tO
assenble materials.

Show students sample trip
manual.
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GE NE RAL AR EAOF COM PET ENCE

H. HANDLE HEALTH EMERGENCI ES

ENABLI NG SKILLS
(Basi c)

1. Help passengers prevent or contrcl travel
related health problens

" 2. Recognize signs of potential medical energency
situations

3. Provide basic first aid (S.0.F.A.)
4.  Make arrangenents for ill passengers (advanced)

5. Handle a death on tour (advanced)

TOTAL TI ME: 13 Hours

B - 12 Hours 15 M nutes
A - 45 M nut es




ENAB L |

LEARNI NG TASKS

I dentify some chronic

medi cal conditions
passengers may have which
could cause problens
whil e traveling.

Recogni ze general signs
and synptons of problens
related to chronic

heal th conditions and
travel related health
probl ens that are severe

Take appropriate emergency
action to sustain life
whil e awai ting nedica

help .

N G S K |

- 106 -

LL N

o 2

KEY PO NTS AND PROCEDURES

A

- heart conditions

stroke

di abet es

ast hma

al cohol i sm

drug addiction
hypert ensi on

(hi gh blood pressure)
arthritis

back injuries

- per a qualified health

pr of essi onal

- See Enabling Skill No.
Basic First Aid.

3



RECOGNI ZE S
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GN S O P OIEN T

AL

MEDI CAL EMERGENCY SITUATIONS

I NSTRUCTI ONAL  TECHNI QUES

Ti ne: 1 Hour
Formt : Presentation by a
health professiona

suggestions :

Di scuss how the stress of
traveling may disrupt a
passengers’ usual contro
over a chronic condition.

Revi ew | earni ng tasks with
a health professional for
further suggestions and
resour ces.

RESOURCES

Doctor



ENABLI NG

LEARNING TASKS

Explain the "Good Samaritans”
Act for British Col unbia.

State types of energency
aid which the basic
"Survival Oriented First
Air" (S.0.F.A.) course

trains a person to give.

Descri be various emergency
synptons and their
appropriate first aid .
measures for handling each.

Receive St. John's
Certificate for S.0.F.A.
course.
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S K |

LL NO 3

KEY PO NTS AND PROCEDURES

A - limts liability of person
giving assistance to that
which she/he is qualified

to give

B. - artificial resuscitation
CP.R
Heirnlich Manoeuver for
choki ng
pressure bandages

C. - cardiac arrest
choking

external bl eedi ng

injured back and |inbs

sei zures

fainting

eyef/ear injuries

(see Enabling Skill No. 2 & 3) ,

i). - per St. John’s procedures
and standards



<e
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PROVI DE BASICT FIRSSTATI D

| NSTRUCTI ONAL TECHNIQUES

Ti me: 8 Hours
Format: Lecture/ denonstration/
practice/evaluation

Suggestions:

Have a qualified St. Johns’
instructor instruct this skill.

RESOURCES

St. Johns' Ambul ance Soci ety
instructor and manual s




E NAB L |

LEARNING TASKS

A ldentify procedures for
handling a noderately or
severely ill passenger

5. Describe possible
consequences 0of failing
to follow medical
recommendat i ons.

c. Describe procedures for
maki ng transport
arrangemeats for ill’
passenger (and conpanion,
as applicable).

D. Describe procedures for
arrangi ng noney transfer
for ill passenger

E. Describe arrangenents
for having passenger’s
Visa extended

F. ldentify type of and
procedures for various
fornms of nedical insurance
coverage i ncl uding B. C.
Medi cal Pl an.

- 110

NG S K

LIL N O. 4

KEY POINTS AND PROCEDURES

A, Conply with advice of nedica
authorities whether passenger
should continue trip, stay
under care, be transported

B. - fear of relapse
anxi ety of other passengers
- further delays
- passenger nay become nore
seriously il
- possible law suit

c. - phone ahead to cancel roons
reserve train, plane and
speci al arrangenents for
transport as necessary
(ie. anbulance, wheel chair,
stretcher)
contact relative at hone
check all travel docunents
are in

D. - contact passenger’'s fanily,
friends or bank, and
explain situation

- give exact location of
closest bank to hotel
arrange for bank to bank
transfer of funds

E. - Refer to custons regulations

F. - See B. C. Medical Plan panphlets

and Private Travel |nsurance
pamphl et s.

s
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MK E AR RAMN G EM E NT S FOR

I LL PASSENGE RS

I NSTRUCTI ON  TECHNI QUES RESOURCES
Ti ne: 1 Hour - Sampl e passports, Visas,
Format: Lecture i nsurance policies

Suggesti ons:

Have students develop a
check list of procedures in
correct sequence.

B - 30M nutes
A - 30 Mnutes
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ENAB L I NG S K |

LEARNI NG TASKS

A Describe the signs and

synpt ons which may
indicate a person is
dead.

B. State procedures for
dealing with a possible
death aboard moving ccach.

€. State procedures for
dealing with death of
passenger at attractions,
restaurant or hotel.

LL NO

(54

KEY PO NTS AND PROCEDURES

A. - not breathing
turning blue
heart/pulse Stopped
linp linbs
- does not respond to shaking
or shouting

B. - remain calm

- calm nearby passengers
inform driver to stop at
near est restaurant/public
facility
call for medical help
i nform passengers of
reason for del ay
discuss W th relative or
conpani on the procedures
they wish to take
notify tour conpany
make arrangenments for
transporting body
confort compani on and ot her

passengers

C. - locate nearest nmedical help
| ocate missing relatives or
conpani ons

arrange for transporting body
di scuss procedures relatives
or conpanions wi sh to take

i nformtour company

confort relatives and

conpani ons

e
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HANDLE A DEATH ON L OUR

I NSTRUCTI ONAL  TECHNI QUES RESOURCES

Ti ne: 1 Hour Doctor
Format: Discussion/guest speaker

Suggestions:

Rem nd students a person nust

be declared ":egally dead” by a
qual i fied physician or nedical
authority. Never assume anything
or proceed with arrangenents
until confirmation of the fact.

Discuss coping wth various

passengers’ reactions and ways
of rebuilding group noral e and
enthusi asm at appropriate tine.

B - 45 M nut es
A - 15 Mnutes
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GENERAL AREA OF COMPETENC E

10.

HANDLE TOUR LOG& STICS

ENABLI NG SKI LLS

Plan day’s activities

Yeep a daily log book

Confirm reservations

Arrange for and supervise baggage handling

Make alternate arrangements in case of closure or breakdown
Handl e pre-planned neal s

Interpret transportation schedul es

Negotiate change of itinerary with inter-line conmpany
Handle tour documents

Record passenger conpl aints and suggestions

TOTAL TIME: 11 Hours

————_
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ENABLI|I NG S K

LEARNI NG TASKS

A, List some typical on tour
daily activities.

B. List procedures for planning
daily activities.

c. Prepare a sample daily

activity sheet for a given
day on route._

LL N O 1

KEY PO NTS AND PROCEDURES

B.

fp]

rest stops

city tours

gui ded attraction tours
entertai nment on bus
(games, nusic)

eveni ng entertai nnent
(wine and cheese party,
ni ghtclub tour, casino
tour, etc.)

note distance for day
note attractions

note rest stops

note E.T.D. and E.T.A.
additional evening
activities arranged, if
any

prepare materials needed
for activities

chould i ncl ude:

wake-up calls
departure

l'ight nusic, |ight
conversation (daily

itinerary), comentary
coffee stop

comment ary

l unch

l'ight nusic, commentary
ganes

coffee

coment ary, hunorous
stories

Si ng Song

hotel procedures




PLAN DAY * S ACT

I NSTRUCTI ONAL ~ TECHNI QUES

Ti me: 45 M nut es
Format: Lecture--student written/
denonst ration

Suggesti ons:

B - 30M nutes
A - 15 M nut es

116 -

\Y,

T |

RESOURCES

ES

,I“.‘ -k

%

pasiat
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ENABLI NG S K1 LL NO 2
LEARNI NG TASKS KEY PO NTS AND PROCEDURES
A, Describe the contents of A Records of
a daily Iog. di st ances, routeg, arrival

and departure times, rest
stops, names, addresses,
phone nunbers, itinerary
changes

passenger conplaints and
suggestions, energencies
attraction closures,
additions, changes in

cost , operating hours,

tour expenses, mscellaneous

B. List some of the benefits B. - excellent reninder for
of keeping an accurate t our QU|de should it be a
daily log of the tour. long interval before

repeating tour

- gives tour operator an
accurate account of tour
excel l ent reference shoul d
any conpl aints be | odged
by passenger
hel ps tour operator when
compiling future tour
packages
enhances tour guide
know edge
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KE E P ADAI LY L OG B OO0 K

I NSTRUCTI ONAL  TECHNI QUES

Ti ne: 1 Hour
Format: Lecture--open discussion
--instructor
denonstration

‘Suggestions:

B - 30 M nutes
A - 30 Mnutes

RESOURCES

Oune sample log book
Ovechead transparenci es of
sample papges from | og book

O



ENABLI

LEARNI NG TASKS

A, Describe procedures for
confirmng hote
reservations.

B. Describe procedures for
confirmng restaurant
reservations.

- 119 -

NG S K |

LL NO

3

KEY PO NTS AND PROCEDURES

A

note location, phone

nunber and cancel | ation
policy of hotel/motel

bei ng used on tour

call ahead from I unch

stop prior to arriva

to confirm reservation

give hotel clerk tour

guide name, conpany nang,
file nunber (if any) and
origin of tour, passenger
count, nunber of roons
requested, special requests
confirm that hotel roomng
list corresponds with tour
gui de’ s rooming list
cancelany overbooked roons
(some hotels require 24
hours notice of cancellation)

give approximate tine of
arrival (this allows hotel.

clerk to informdining room
and porter in advance so
that they are veil prepared
for group arrival)

know | ocation and phone
nunber of restaurant being
used

call well ahead of tine and
inform restaurant of tour
gui de nane, conpany name,
passenger count, special
requests

check out seating arrangenents
cash paynent or billing,
gratuities

give time and date of arriva




LEARNI NG TASKS (conti nued)

c. Describe procedures for
confirmng attraction
reservations.

D. Describe procedures for
airline and other

transportation reservations.

- 120 ~

KEY PO NTS AND PROCEDURES
(continued)

note attraction |ocation

and phone nunber

call ahead of tine

- provide tour guide nane,
conpany name, passenger
count, type of entrances
requested (eg. junior,
child, adult)
make sure office
confirmation corresponds
W th passenger count
special requests
t ot al
draught, bil

- give tinme and date of

arrival

C_ —

ahead of tine
passenger

nunber,
speci al requests,
flight time
train time, destination,
speci al requests, date

- bus tinme, destination,
cost
form of payment

D. -- cal
-- give
flight

cost--cash payment,

o g

-

name list, :
destination,
date and

date .

[o SN




L
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CONFI RM RESERVATIONS

I NSTRUCTI ONAL ~ TECHNI QUES

Ti me: 1 Hour 30 M nutes
Format : Lecture~-instructor
--denonstration
Rol e-play situation

Suggesti ons:

Have students role-play confirmng
reservations by telephone.

B - 1 Hour
A - 30 M nutes

RESOURCES

Roonming i st

Speci al diet request sheet
Attraction rickets--adult,

Usaed airline ticket
Rol e-playing cards

child,
seni or

junior,
st udent,
citizen
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ENABLI NG S K1 LL NO 4

LEARNING TASKS KEY PO NTS AND PROCEDURES

§. Describe procedures for A. - mke sure passengers have
baggage handling on al | owabl e amount of | uggage
coach. pi eces only

make sure all |uggage has
appropriate company nane
tags attached and displ ayed
- make sure driver has proper
count of pieces of |uggage
to be placed in luggage bay
all hand | uggage nust be
placed on overhead rack
i nsi de coach
i nform passengers that
shoul d they purchase nore
luggage on tour, that they
shoul d have it tagged with
company tag and informtour
guide or driver to add to

count
B. Describe procedures for B. - check company docunents to
porter service at hotel/ see if porter, serviceis
motel. i ncl uded

if not included, passengers
handl e own | uggage, wth
hel p provided by tour guide
and driver where necessary
(eg. older passengers, sick
or handi capped)

- if included, on arrival at
hotel, inform passengers
t hat their |uggage (not hand
|l uggage) will be delivered
to their roons

- all luggage should be placed
outside their roons 45
mnutes prior to departure
(eg. 8 a.m departure, 7:15 a.m
baggage pick-up), this allows
enough tinme for porter to
deliver all luggage to coach
intime for driver to | oad
bus and depart on tine
check with front desk clerk -
and porter regarding pick-up
time for luggage on norning :
of departure




LEARNI NG TASKS (conti nued)

c. Describe procedures for
organi zi ng | uggage
drop-off on | ast day of
tour.

D. Describe procedures for

porter Service atc airports.

123 -

KEY PO NTS AND PROCEDURES
(conti nued)

C_ —

check with passengers
regarding their drop-off
poi nt

assign nunbers to drop-off
points in order fromfirst
to |ast

have passengers mark
Luggage tags with drop-off
nunber

D.  Wwhen included in tour:

dn

pay porter anmount per piece
of luggage; he will then
take it to appropriate
airline desk and have it
checked through

arrival:

col l ect |uggage tags from
passengers; give to porter;
he will then |oad them and
deliver to coach for driver
to load onto coach



- 124 -

ARRANGE FOR AN D S U EPV I S

BAGGAGE HANDLI NG

I NSTRUCTI ONAL ~ TECHNI QUES

Ti me: 1 Hour
Format: Lecture--instructor
--denonstration

Suggesti ons:
Have each student fill out a

| uggage tag and number for
drop-off.

B ~ 15 Minutes
A - 45 M nut es

RESOURCES

1 lurge suitcase
1 suull hand case
luggage tags

|8
L

-

-

w—
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EN ABLI NG SKILL N 0.5

LEARNI NG TASKS KEY PO NTS AND PROCEDURES
A, List procedures for A. - inform passengers of
making alternate cl osure
arrangements in case check itinerary for other
of attraction closure. attractions included in
tour

if time and availability
allow switch attraction

dat es

check out other available
attractions

try to acconmodate passengers
with attractions requested
(time, mleage and driver
permtting)

i nform company of change
initinerary and decide on
formof paynent for alternate
attraction

follow procedures for
attraction reservation

if no alternate sSuitable -
suggest get-together on

conpany
B. List procedures in B. -~ when in the vicinity of a
case of coach breakdown. telephone

| ocate other neans of
transport for group

phone ahead and cancel
restaurant and attractions
if too late on arriva
inform hotel of delay

make alternate arrangenents
for other attraction or |ater
booki ng

i nform conmpany of breakdown
and get further instructions
re repairs to coach

when not close to a tel ephone
if situation allows keep
passengers on board coach

- flag down passing vehicle so
that they might get nessage to
hi ghway patrol or nearest garag
for help
then follow tel ephone procedure




MAKE AL TERATEARRNGEMENT S

IN CASE ogr ¢c1L OS URE OR BRTEA

I NSTRUCTI ONAL ~ TECHNI QUES

Ti me: 30 Mnutes
For mat ; Lect ur e/ di scussi on
Suggestions:

G ve typical exanples of
br eakdowns and cl osures.

B - 15 M nut es
A - 15 Mnutes

RESOURCES

K D OWN

.y

ey P

I
1
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EN ABLING SKILL NO. 6

LEARNI NG TASKS KEY PO NTS AND PROCEDURES

A. Explain Ypre-planned' meals. A. - a meal thac is included in
the tour ani has been pre-
arranged by tour operator
a meal that is not included
W th the toar but has been
pre-arranged by the tour
operator, tour guide or
group representative

B. List the advantages of a B. - assures faster service in
pre-planned neal . the restaurant
usually costs less as a
group order than ordering
of f the menu

Cc. List some negative results C. - wong orders noted

frompre-planned neal s. passenger changes mnd at |ast
m nute on order
part of the group not
satisfied with food chosen
not enough meals pre-ordered
too many neals pre-ordered
special diets not considered
t oo costly for what is served
who pays the gratuities?

-~ what to order off the menu

D.  List ways of preventing D.  Wen included in the tour
problens with pre-planned package and pre-arranged by
mea ls. tour operator:

- prior to neal re-confirm with
tour operator and note date,
time and restaurant |ocation

for neal

note exact count of neals
ordered

note form of payment for
gratuities

note any special requests
confirm with passengers that
they are aware of the type
of meal that has been
pre-arranged for them




LEARNI NG TASKS (conti nued)

128 -

e

Ky POINTS AND PROCEDURES *
(continued)
D. - confirmwth restaurant the

- date and time for nea

exact count on neals ordered *.

type of meals ordered,
special requests ;
i nform passengers that their
order cannot be changed at
the | ast minute
- passengers refusing pre-
pl anned neal may be allowed to
order off the menu if they
are willing to pay for the
meal thensel ves; make necessary
changes ahead of time and
confirmwi th restaurant for
billing tour operator
Wien not included in tour package °
and has been pre-ordered by
tour representative, tour operator
or tour guide:
confirmw th person who pl aced
order and note date, tine and
| ocation of neal
re-confirm wi th passenger as
to what type of meal they *
ordered
note exact count and types of
meals
confirm ahead of tine with
restaurant that order coincides
confirmwi th restaurant
gratuities expected
i nform passengers that they wll
not be allowed as a group to
order off the menu
i nform passengers ahead of tine
of exact cost of neal and what
is included for the cost
make al ternate arrangenents
for unsatisfied passengers
(eg. suggest other eating
facilities in area; a few may
be able to order off the menu
as a last resort)
inform passengers of gratuities
expect ed

oo
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LEARNI NG TASKS (conti nued) KEY PO NTS AND PROCEDURES
(conti nued)

E.  List procedures for E. -’ call ahead to the restaur -t
pre-arranged neal s. and confirm nunber of guests,

and type of menu ordered
check with passengers for
any pre-ordered speci al
meal requirenents
(eg. diabetics, vegetarians,
religious beliefs)



HAN D LE P RE - P LANNEDMEA AL S

INSTRUCTION TECHNI QUES RESOURCES {-
Ti me: 30 Minutes !
Format: Lecture/discussion {
Suggestions: :

4

B - 15 Mnutes .
A - 15 Mnutes L

—
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g

ENB LI NG S K
LEARNING, .TASKS

A Gven a B. C Ferries
MAI NLAND- VANCOUVER | SLAND
sunmmrer schedul e give the
following information:

1. Departure and arriva
points from Vancouver
to Victoria and from
Vancouver to Nanaimo.

2. Sailing tinme between
Vancouver and Victoria.
Sailing tine between
Vancouver and’ Nanaimo.

3. Distance between Vancouver
and Victoria.
Di st ance between Vancouver
and Nanaimo.

. Two departure times with
corresponding arriva
times from Vancouver to
Vicroria.

W

List three sailing tines
that include buffet neal

servi ce between Vancouver
and Victoria.

6. List three sailing tinmes
that do not include buffet
meal service between
Vancouver and Victoria.

1. Effective dates for
summer schedul e bet ween
Vancouver and Victoria.

8. List name of bus conpany
service on sailings between
Vancouver and Victoria.

9. List tines for bus service
that will coincide with
sailings.

LL NO

7

KEY PO NTS AND PROCEDURES

A

Al

answers must

be correct.
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LEARNING TASKS (conti nued)

- 10. List adult and child

fare from Vancouver
to Victoria.

11.  List the cost for a
car 12 ft. in length
W th driver and two
adult passengers,
bet ween Vancouver and
Victoria.

12. List place and phone
nunbers of four car
rental outlets available
frommjor B. C. Ferry
termnals.

Gven the B. C. Ferries

sumrer schedul e fer the

Qulf Islands, identify the special
symbols related to 2 specific
sailings.

Gven a CP Air and P.W.A.

flight schedule and two

destination points and dates

of travel, deternine:

1. Effective date of schedule.

2. Starting datz and expiry
date of the twn specific
flights.

3.  Availabilirty of service for
specified dates.

4, Tinme of departure.
5 Time of arrival,

6. Earoute Stops.

KEY PO NTS AND PROCEDURES
(continued)

A

B. Al answers nust be correct.

C. ull answers nust be correct.

- et h

"y

oty
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LEARNING TASks (continued) KEY PO NTS AND PROCEDURES

(continued)
D. Gven a Vancouver City Transit D. Al answers nust be correct.

schedul e and two departure
points and destinations,
determine:

1. Effective dates of schedule.

2. One AM departure tinme and
one P.M departure tine.

3. Adult fare one way.

4, \When transfer will be issued.
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I NT E RP RET

T RANS P ORTAT

I NSTRUCTI ONAL ~ TECHNI QUES

Ti me: 1 Hour
Format © Lecture--student witten

--denonstration

Suggestions :

ON S CHEDUL E S

RESQURCES

P.W.A. Schedul e

CI Air Tlight Schedul e

B. C. Ferries -

Vancouver - Victoria
Summer schedul e

@l f [Islands sunmer
schedul e

p )
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ENAB LI NG SKI LL NO 8

LEARNI NG TASKS KEY PO NTS AND PROCEDURES
A. Define the nmeaning of an A. - original conmpany contracted
“inter-line conpany”. for tour, and who has

contracted second conpany
to provide tour guide
service

most commonly referred to
i nbound traffic

B. Define inbound traffic. B. - visitors coning into Vancouver
fromforeign cities
¢c. Gve an exanple situation c. - Eg. G eyhound International
where tour guide would deal in L.A..has pre-booked a city
with inter-line conpany. tour guide from Gray Line

Vancouver to do a city tour

on board their bus on arriva
in Vancouver; they have stated
the exact time for the tour
guide to report to their
pre-arranged neeting place to
Legin tour, however, they were
late on arrival therefore the
tour guide would be expected
to contact group |eader and
negotiate plans regarding
changes Or omissions in tour,
to make up for lost tinme or
re-organize tour for a later
departure
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NEGOTI ATE CHANGEUOTFU®P LANS WI TH

INTER-LI NECOMPANY

INSTRUCTIONAL TECHNI QUES RESOURCES

Ti me: 15 Minutes
Format : Lecture

Suggesti ons:

Typi cal exanpl es when dealing
with inter-line conpany.

B - 15 Mnutes

.




EN ABLI NG

LEARNI NG TASKS

A ldentify and interpret the
following tour docunents

1. Pick-up list.

Z. Rooming list.

- 137 -

SKI LL NO.

9

KEY PO NTS AND PROCEDURES

1. Informs tour guide of:

date of tour

tour name and nunber
(if any)

driver’s name

nunber of passengers

on tour

pi ck-up lgqcations
amount of passengers
being picked up at each
| ocation

amount of pick-up points

2. Informs tour guide of:

hot el being used
| ocation of hotel

contact at hotel

tour nane and nunber

(if any)

total number of roons
anount and type of
accommodat i on

special requests

(if any) eg. adjoining
roons, main floor

single - 1 person - 1 bed
double - 2 persons - 1 bed

twin - 2 persons - 2bed

triple - 3 persons - 2 bed

quad - 4 persons - 2bed

quint - 5 persons - 2bed
1 rollaway

roonming list should be sam
at all hotels




LEARNI NG TASKS (conti nued) KEY PO NTS AND PROCEDURES
(continued)

- hotels being used on tour
amount of noney orders
cheques, bank drafts,
tour operator has paid
to hotel
actual costs for
accommodation (T.G.
records)
total anount for hotel
to bill campany
total anount of refunds”
attractions being used
oun tour
number Of passengers to
attractions
type of entrance
voucher nunber
cash paid for entrances
each received from
cempanytopay for
attractions
refunds from attractions
operator to be billed
for attractions
m scel | aneous noney
overspent for attractions
restaurants being used for
pre-paid neal s
amouat and type of menu
total cash received from
company to pay for neal
total to be billed
ref unds
total tour expenses given
to tour guide
total cost
total refunds or bal ance.
oW ng
tour date
tour description

- driver and tour guide’'s
names




!}1»1,."4
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LEARNI NG TASKS (conti nued)

4, Hotel draft.

5. Attraction vcucher.

6. Room control and billing
mAaster.

KEY PO NTS AND PROCEDURES
(conti nued)

4.

cheque or noney order
paid by tour operator

to hotel for
acconmodations and porter
service (when included)

tour guide will use for
group entry to

attractions and wili
record on the voucher

the attraction, date,

time of entry, tour

name, escort nane,

amount, type and cost of
entrances (eg. adult,
junior, child)

total passengers entering
attraction

total to be billed by attrac
t 0 company

signature of tour guide

a copy wWill be retained by
tour giide as a receipt to
tour operator

is a conplete record of
actual hotel costs

inforns tour guide of:
hotel nane and address
dates for which accommodat:
booked

tour name and number (if
any)

total nunber of S, D, T,
Tr, Qaud and Quint roons
number of conplimentary
roons

rate for each type of room
total anmounts for each
type and naster tota

hotel tax - %

room total per night
porter service, cost per
pi ece of luggage and total
m scel | aneous charges

| ess deposit paid

grand total
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[N,

Nes my

L EARNING TASKS (conti nued) KEY PO NTS AND PROCEDURES
(conti nued)

6. 6. Tour guide will record
any changes regarding
overpayment or bal ance owi ng.
He/ she will then have hotel
desk clerk sign roomcontro
and billing master stating
correct payment or incorrect
payment and the reason
Tour guide will witness
signature, retain copy as
receipt for tour operator.

7. Inter-office neno. 7. - used to informtour guide
of any special arrangenents
or requests
to remnd tour guide of
somet hing inportant -
bi rthdays, anniversari es,
etc.

8. Boarding pass. 6. = to correspond with tour
guide pick-up list
inform tour guide of
tour nanme, date of tour,
passengers’ names
pi ck-up | ocation

9. Ticket for tour. 9. - tickets
- to corresonond With tour

guide vick-up |i st
informs tour euide of:
passenger Names
nunber 1in party
type of accommodation
name of tour and number
(if any)
departure date
hotel nanme (if nore than
one hotel being used in
sane area of tour route)

[
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LEARNI NG TASKS (continued) KEY PO NTS AND PROCEDURES
(conti nued)
10.  Dpaily itinerary. 10. - to correspond with tour
brochure and passenger
itinerary

to inform tour guide of:
total anount of days on
t our

- daily route and activities
and overnight stops

11. Brochure. 11. - to be handed out to
passengers to pronote
future tours and repeat
busi ness for tour operator



HANDULE TOUR

I NSTRUCTI ONAL TECHNIQUES

3 Hours
Lecture--student witten

--denonstration

Ti me:
For mat :

Suggesti ons:

Mention that tour documents will
di ffer, depending on which tour
company, tour guide is working
with.

Distribute set of blank docunents

to each student. Have student
ideutify each one and fill in
all but the itinerary and brochure.

B - 1 Hour
A - 2 Hours

142 -

DOCUMEN

TS

RESOURCES

One of the follow ng docunents per

st udent: !
pi ck-up |ist §
room ng list

tour control sheet

blank hotel draft

attraction voucher

roomcontrol and billing master
inter-office meno

boardi ng pass

ticket
daily

brochure

itinerary

prom——ene




- 143 -~

ENABLI NG sK | L LNO. 10
LEARMING TASKS KEY PO NTS AND PROCEDURES
A Identify some conplaints A . bus breakdown, P. A System
that passengers nmy have faulty
regarding the tour. . attraction closed

coach tenperature

length of tour, or tinme
spent on coffee stops,

pi cture stops, attractions

|l 'ack of information

boring commentary

tour too expensive

pi ck-up late or-bad | ocation
restaurant food poor
restauraat Service poor

| i ne-ups
3. Explain the inmportance of B. - wll help tour operator
recording and subnitting upgrade naintenance of
passenger conpl aints and coach o
suggestion.s to tour review tour itinerary and
cperator. make necessary changes
(eg. attractions, restaurants,
etc)

will encourage both tour
operator and tour guide to
constantly upgrade their

product
€. Record information in daily C. including:
log . - date
time
situation

action taken
suggested fol | ow up



I NSTRUCTI ONAL ~ TECHNI QUES

Time:

Format :

- 144 -

" CORD PASSENGER CoM PLAI

AND SUGGESTIOUN

5

KESOURCES

1 Hour 30 Minutes

Open di scussion

Suggestions:

B -~
A-

1 Hour

30 Mnutes

NTS

P -

gy

LTS

bo s ma



