TRAINING PROGRAM TOUR LEADERS
Introduction

In European countries and the United States, there is an official course that people have to follow before they become a professional tour leader. Smokey Tours works with tour leaders who are all from slum areas around Tondo and therefore they did never have an opportunity to follow any course related to tourism or tour leading. One of the objectives of Smokey Tours is to be a professional organisation that offers professional tours around Manila. Therefore we need professional tour leaders as well. This handbook is a guide that can be used to train the people from the slums to be a professional tour leader. It contains all the elements that are used in European and American courses. 

Definition of a tour leader

A tour leader leads a group of visitors through points of cultural, historical or regional interest. The tour leader provides in-depth knowledge about destinations frequented by tourists, vacationers and students. The tour leader must be able to retain historical facts, dates and anecdotes, and then relay that information to visitors in an entertaining, informative way. 
Education 

European and American course content related to tour leading (combined with management) includes procedures for marketing a tour, planning routes and making reservations. Skills related to leading an actual tour include local area research, writing a prepared script and public speaking.
Course topics

The course topics related to the training of tour leaders are
· Tourism introduction

· Computer reservations

· Geography 

· Travel research

· Public speaking 
· Itinerary planning

· Travel sales and marketing 

Smokey Tours training program
The topics presented above are used as basic topics for the Smokey Tours training program. The training can be done once a week in the morning or afternoon. The structure of the training program  topics is as follows
· introduction to the tourism industry

· tourism industry in the Philippines 

· cultural differences (focussed on Dutch and Filipino cultural differences) 

· doing business in the tourism industry

· public speaking 

1. Introduction to the tourism industry 

The tour leaders are working in the tourism industry. This training gives them a little bit of insight to this industry so they understand how the industry works and what tourists are looking for. 
PowerPoint

Introduction to tourism

Sheet 1

Explain the tour leaders the structure of the trainings 

Sheet 3

You only call something tourism if all 3 elements are applicable 

· going somewhere else than your living place 
· doing something different than you usually do 

· doing this for enjoyment

People doing this are called tourists (or visitors if they do this only for a daytrip) 

This means that soldiers who go to a war area (somewhere else than there living place) to work there (usually different than their work in their hometown) are no tourists because they are not doing this for enjoyment. 

Sheet 5

This sheet is to show the tour leaders the world and let them understand where other countries and continents are located. 

Questions to ask 

· Who knows where the Philippines are?

· What are the different continents and where are they at the map?

· Which nationality were the tourists of your tours? Where is this country on the map? 

Sheet 6
As the overview shows, most tourists are from Korea, United States of America and Japan

Sheet 7

This sheet is to let the tour leaders think about what tourists actually want while they are travelling. They can use this information during their tours. 

Question to ask

· Why do people travel

Show them the video and discuss it again – see if the tour leaders knew this 

Sheet 8

This are the motives to travel mentioned in the video. 

Sheet 9

Explain the tour leaders that tourists have different reasons to travel (shown in sheet 8). This makes that you can divide the tourists in groups based on their interests and what they are looking for during their trip. 

Sheet 10

This are pictures from different tourist types that visit the Philippines. Let the tour leaders guess what the tourists are interested in and what they are looking for. 

	Eco tourism
	Adventure tourism

	Cultural tourism
	Health tourism


Central: Beach tourism

Sheet 11
Eco tourism is tourism where tourists are interested in nature, ecological projects, sustainability and the local culture of a destination. 
Sheet 12

Adventure tourism are tourists interested in adventurous activities as wild water rafting, climbing, canopy and mountain biking. They like taking risks and exploring new, undiscovered places. 
Sheet 13

Beach tourism is tourists coming to enjoy the beach and the sea. They might undertake water sport activities as snorkelling and diving but their main reason to go on a trip is to relax. 

Sheet 14

Cultural tourism is about exploring and learning about the local culture. In general, those tourists are interested in heritage sites, museums, architecture and arts. 
Sheet 15

Health tourism is quite a new type of tourism and becoming more and more popular. These tourists are focussed on their health and eat healthy, do sports and meditation and go to wellness resorts. Some tourists come to the Philippines for medical reasons because it is cheaper here than in their country of origin. 
Sheet 16

Ask the tour leaders this question to let them think about the additional elements of a tour (and a tour leader) compared with going by your own. When tour leaders understand why tourists book a tour, they can focus on this elements during the tour. 
Sheet 17

Let them think about the interesting spots of the tours. See if you think this is interesting for tourists as well or if they have a different opinion. Use the information mentioned above to discuss this. 
Sheet 18

Discuss how the tour leaders can implement this information in the tours. 
In general tourists are interested in culture (see how people live) and typical Filipino things that are different than in their own country. 

Sheet 19
Main message of the training 
Homework 

Let the tour leaders write down which places in the Philippines they would recommend to tourists and why. 
2. Tourism industry in the Philippines 
As a tour leader, you should know about the tourist destinations in your country to advise tourists if they have any questions about nice places to visit. This training is developed to make the tour leaders aware of other touristic places in the Philippines so if tourists ask or tell about it, they know how to respond. 
PowerPoint
Tourism in the Philippines 

Sheet 1

Structure of the trainings 

Sheet 2

Discuss shortly the last training to see what they remember

Sheet 4

General information of the Philippines – just mention shortly 

Sheet 5

This sheet is to show them the Philippines and focus on a little bit of topography

Questions to ask

· Where is Metro Manila on the map?

· Where are the 3 island groups? 

· From which area are the tour leaders? 

Sheet 6
Let the tour leaders answer this question 

Sheet 7

As you see are the Philippines not very touristic compared to other Asian countries. Discuss if their expectations where correct or not. 

Sheet 8

Ask them the question

Sheet 9

The Philippines are not as touristic as other Asian countries because they are not very (positive) known in the rest of the world. This due to the natural disasters and the image of an unsafe country. 
Sheet 10 

To make the tour leaders feel positive, show them this image and tell that the number of tourists is growing. 

Sheet 11

Ask the question

Sheet 12

Number increases mainly because of promotion. This can be done through social media and reviews as well. Explain them that they can contribute to more awareness of Smokey Tours by asking tourists to write a review on Tripadvisor and like the Smokey Tours facebook page. Explain them also what Tripadvisor is!
Sheet 13

Promotion video of the Philippines made by the tourism department of the Philippines

Sheet 14

Discuss this question by asking the tour leaders. They should have prepared this as part of their homework. Write down the destinations they mention so you can make a top 10 out of it. 
Sheet 15

This are the 10 most visited places by tourists according to the tourism department of the Philippines. See which of these places are mentioned in the top 10 of the tour leaders. 
Sheet 16 - 20

Go back to the different types of tourism mentioned in the previous training and discuss which type of tourist is interested in which activities. 

· Cultural tourism

· Sinulog Fiesta – Pelgrims from all over the Philippines. Feast of Santo Nino (the Christ Child) and is marked by a colourful procession bearing the basilica’s venerated image of Santo Nino 

· Chinese New Year Manila

· Crucifixion ceremony – people are nailed to wooden crosses and whipped till they bleed 

· Tam-awan Village: 8 traditional Ifugao homes. Project to teach the art and culture of the Cordillera people. Guests can participate in workshops, learn dream-catcher making and see indigenous music and dance demonstrations.

· Eco tourism

· Mt. Makiling Forest Reserve for birth watching and volcano

· Mt. Isarog National Park for wildlife, waterfalls, volcano

· Hagimit Falls: endless number of small falls and pools you can navigate through in your own private tour. 

· Health tourism 

· Farm at San Benito: detox and spa treatment, vegan restaurant, therapeutic coffee scrubs. Popular by international celebrities 

Sheet 21

Goal of the Filipino government related to the tourism industry 
Sheet 22

Goals for the future

Sheet 23 - 24

Explain the tour leaders that there are a lot op people working in the tourism industry and discuss what all these people are doing. 
Homework
Let the tour leaders write down typical Filipino things in culture, religion, food, believes, etc. 
3. Cultural differences

Tour leaders have to deal with people from all over the world and with all different cultures. Cultural differences can cause misunderstandings and conflicts so therefore it is good the be aware of some differences and keep in mind how you can react on it. 
PowerPoint

Cultural differences

Sheet 1

Structure of the trainings 

Sheet 3
Definition of cultural differences

Sheet 4

Show the tour leaders this example of the misunderstandings cultural differences can cause. By explaining this they also know the goal of this training. 

Sheet 5 – 6
More examples of misunderstandings caused by cultural differences. 

Sheet 7

There are 3 different levels of cultural differences: visual differences, norms and values and key believes. Discuss how all these levels are in the Philippines by the homework the tour leaders made. 

Sheet 8

Introduction video to the Netherlands 
Sheet 9

Funny facts and stereo types about the Netherlands 

Sheet 10 - 12
Explain the different levels of the Dutch culture 
Sheet 13

Ask the tour leaders for any difficulties they experienced with tourists and discuss this. 

Sheet 14

Explain the tour leaders what they can do to avoid problems and misunderstandings due to cultural differences. 
Sheet 15

This training gave a short introduction to the Dutch culture. If the tour leaders want more information, they can visit the website. The website has a lot of information about the Netherlands available in English. 

Homework 

Let the tour leaders prepare a ‘presentation’ in which they show how they sell souvenirs to the tourists after the tours. 
4. Doing business in the tourism industry 

This training is developed to give the tour leaders insight in the tourism industry with the focus on doing business in the tourism industry. This is needed to make sure that the tour leaders understand that it is a business and that it is not easy to make a lot of money. 

PowerPoint

Doing business in the tourism industry 

Sheet 1

Structure of the trainings

Sheet 3

The whole business is about making profit, but what is profit actually?

Sheet 4

Explain what can be done with the profit and why this is important. 
Marketing – more people are aware of Smokey Tours 

Developing new tours – Smokey Tours can offer more tours, more work for tour leaders and change to get more tourists 

Sheet 5

Let the tour leaders answer this question

Sheet 6
Big change that the tour leaders only mention the costs related directly to the tours because this might be the only costs the tour leaders are aware of.  According to this information you have the overview shown in this sheet. 

Sheet 7

Explain the tour leaders that there are a lot more costs than just the costs mentioned in the overview. See if they expected this or if they are surprised by this. 

Sheet 8

So the conclusion… Explain the tour leaders that Smokey Tours does not earn a lot of money with the tours so that there is not always money to pay the tour leaders (extra) if tourists cancel their tour. This is not possible because there is no income to cover the costs. 

Sheet 9

These factors influence the profit of an organisation. Explain all the elements shortly and tell that Smokey Tours can not really do something about most elements. Added value services is for example the selling of souvenirs so this is very important to mention because the tour leaders are responsible for this part. 
Sheet 10

This are the souvenirs we sell at St Martin with the prices. The tour leaders have to be aware of this!

Sheet 11

Selling souvenirs procedure as mentioned in the handbook
· Take the bag with souvenirs to the roof

· Show all the souvenirs 

· All these products are made from recycled materials by people living in het slums

· By buying the souvenirs, you will help the local community to earn money

· If people want to buy souvenirs

· Put on the list how many souvenirs you have sold

· If people pay with big money, change money by Eunice 

· Keep the money from the souvenirs separate from money of the tours 

· Give the money to Inna during the meeting 

· If sold anything, put new souvenirs in the bag directly so the bag will always be filled with souvenirs 

Sheet 12

Homework activity: let the tour leaders tell how they sell souvenirs – can be in a role play while you are playing the tourist. 

Sheet 13

Topic of next week is public speaking. For marketing activities as promotion it is important to present yourself clearly and shortly to people (during Pasyal Market or during promotion rounds). The elevator pitch is a short and clear presentation about who you are, what company you are working for and what the company does. 

The video is an example of an elevator pitch. 

Homework

Let the tour leaders prepare an elevator pitch of 1 minute in which they introduce themselves and Smokey Tours. 
5. Public speaking 

The main task of a tour leader is to speak in front of groups in an interesting and entertaining way. This looks easy but the reality shows that it is not so easy as it seems. Goal of this training is to show the tour leaders how they can tell a story in a way tourists think it is interesting. 

PowerPoint

Public speaking 

Sheet 1

Structure of the trainings 

Sheet 3

Sometimes the tour leaders are asked to tell about Smokey Tours and how Smokey Tours helps them in front of the camera. This video shows a worse example of a TV interview. Show it to the tour leaders and ask them afterwards about their opinion. 

Questions to ask

· Was the interview good or bad?

· Why? 

Sheet 4

Reasons why the interview is bad. 

Sheet 5

Let the tour leaders think about an advice they would give to the interviewer so his interview will be better.

Sheet 6 

Discuss the advices mentioned by the tour leaders and compare it with the tips mentioned here. Actually, when the tour leaders gave good advices, they mentioned all these tips and know how to do a good TV interview. 
Sheet 7
During the tours, the tour leaders constantly have to present information in an entertaining and attractive way so the tourists will not feel bored. 

Sheet 8

Video with tips of how the tour leaders can make a story interesting and attractive for tourists. Let the tour leaders give their opinion afterwards.

Questions to ask

· Do you already use these tips in practice?

· Which of the tips do you think is difficult to use? 
Sheet 9

Shows the tips the tour leaders should keep in mind while they present the information during the tours. Discuss every tip with the tour leaders and make sure everything is clear.
Sheet 10

Discuss these tips with the tour leaders. 

Examples of questions the tour leaders can ask the tourists

· Who knows what kind of fruit/vegetable/product this is? 

· Who of you already ate some typical Filipino food? 

· Who knows who Rizal is? 

· Etc.
Sheet 11
Let the tour leaders present their own elevator pitch they prepared for this training. They can use the information of this training for it and implement it directly. You can ask the other tour leaders to give each other positive feedback and some points for improvement. 
6. Suggestions of topics 

The time frame for this training program is 5 weeks (if you have a training scheduled once a week). This training program focuses on the basics of tourism and tour leading which means that the tour leaders should be able to lead a tour in a good way after following this program. If you want to give the tour leaders more specific or in-depth knowledge they can use during their tour leader career, the following topics can be considered to be trained. 
Promoting Smokey Tours on a market

Since a while, Smokey Tours has a booth on the Pasyal Market in Intramuros. Every time, two tour leaders will be present to inform the visitors of the booth about Smokey Tours. During this training program we practiced the elevator pitch the tour leaders can use to tell visitors who they are and what they do. The notes for the market are in the handbook so the tour leaders have some kind of structure in what they can say. It might be good to make a training about how the tour leaders present themselves and Smokey Tours on a market. 

Also focus on how to deal with people that would like to contact Smokey Tours/Juliette. 

Promoting Smokey Tours by leaving flyers 

The same as mentioned above, applies for the promotion round to leave flyers at hotels, companies and organizations. The notes for this are in the handbook and the tour leaders can use the information from this training program to do this, but it might be good to focus one training on this topic so the tour leaders know exactly what to do so they feel more comfortable by doing this. 
Policy and difficulties with following this
All the policies of Smokey Tours are described in the Smokey Tours handbook so the tour leaders should be aware of this. Sometimes it happens that the tour leaders are not following the policies. For example: they will allow the tourists to take photos during the Smokey Mountain Tour which is not allowed by the policy. The reason why they allow this is not clear yet so you can discuss this during the training as well. You can also ask them for other difficulties they have with policies or tourists and develop a training to deal with it. 
Different activities of Smokey Tours
Besides the tours, there are a lot of other activities that keep Smokey Tours busy. Smokey Tours is starting up Corporate Social Responsible programs with other companies. Another new activity is the Smokey Tours News Letter . The tour leaders are not informed about this things but it might be good if they have some information about these things. On that way they are more involved in Smokey Tours businesses. 
Cultural differences 

This training program only focuses on the Dutch culture and the differences. As a follow-up it might be interesting to focus on other cultures as well so the tour leaders have a broader knowledge about this subject. 
Personal ambitions and goals 
The tour leaders are happy with their job as a tour leader and might not be aware of the opportunities they have here at Smokey Tours. It also is a fact that the tour leaders are willing to do a lot but only if they see that it is useful. A suggestion for a training is to let them write down their ambition and goals for the future: where will they be in 5 years? Let them write down the steps they have to take to achieve the goal so they can work on it. Hopefully they are motivated to take all the steps even if they do not like to take the step. Make them aware that the tour leaders will not achieve the goal as long as they did not take all the steps. 
Smokey Tours can offer the tour leaders a lot: trainings in social media, bookkeeping, marketing, development of new tours, etc. During this training you can make the tour leaders aware of these opportunities. 
Professional behavior 

With the basic information in mind, the tour leaders might think that they already are professional tour leaders. Being professional comes with behaving professional and this part might be a difficult for the tour leaders. Nowadays the tour leaders send text messages at midnight, show up late at meetings and ask for money when they need it. All not very professional. A training about this topic should be useful. 
7. General tips  
You might encounter difficulties with making an appointment for the trainings because the tour leaders plan other things as well which means that they do not have a lot of time. I would suggest that you pick one day and time on which you will come to Tondo for the training so the tour leaders know before which date they have to keep free from other meetings/plans. 
As already mentioned, the tour leaders are only interested and willing to attend the meeting if they like it and think the meeting is useful. Therefore I would suggest that you explain the goal of the training and tell the tour leaders why it is important to join. To make it more interesting, I tried to develop interactive trainings with videos about the topic to make it more visual for the tour leaders. What I experienced, is that the tour leaders really like to learn new things in this way. 
Most of the information discussed during the trainings is new for the tour leaders. Sometimes it takes a while before they really understand the importance of the things that are discussed and before they remember it well. To make the training successful at the long term, I would make sure that you repeat the information you discussed in the previous trainings regularly. This can be done in the beginning of the training or by using the terms/information you already discussed in new trainings. On this way, the trainings would be more consistent as well. 
