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Heidi Sarna worked through the six-part course

o create a pool of internationally

Tcertiﬁed tour guides, Saint John,

New Brunswick-based Aquila
developed the Tour Guide Excellence
training program. The online, interactive
course covers the nuts and bolts of being

a tour guide. Participants who

successfully complete the program within

one year, verified by testing, will receive
an International Certification in Tour

Guide Excellence.

“The importance of a tour guide to the
success of a shore excursion is really
significant,” says Beth Kelly Hatt,
president of Aquila Tours.

Aquila’s program addresses the
inconsistency in tour guiding standards
specific to the cruise industry and shore
excursion delivery. The course is $290 per
participant, but there are group rates given to
tour operators, ports and destinations. The

cost provides access to a members-only
website, which has resources on best
practices, a member’s forum, and video clips
from real guides with tips.

*We would love to see cruise lines
require our program for all their tour
operators,” Hatt says,

To see what the program was all about, I
sat down at my computer and worked through
the six-part course, Each section took about
45 minutes to an hour to complete.

A pleasant-sounding female narrator
presented the course material in a
conversational manner. Each section was

well organised, easy to follow and packed
with how-to advice. Challenging practice
questions within each section reinforced
and clarified the material.
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Guiding light
The lack of an international tour guide training standard in ihe ;cruise indus
motivated Aquila Tours to do something about it, writes Heidi Sarna.

Lesson 1: Overview of Tourism and the
Cruise Sector
The tourism industry has a huge

impact on the economy, and this section
stressed the important role of the tour
guide. It was reiterated that guest
satisfaction is vital to cruise lines and so
guides need to deliver excellent shore
excursions, from the presentation of the
commentary to the smooth running of the
tour, giving an informative and pleasant
overall experience.
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Lesson 2; Hospitality and Service Excellent
This section started off reminding
students to take care of their appearance.
The narrator used a personal anecdote
about a sloppy, unfriendly waiter in a
restaurant. ‘We lost confidence in the
whole restaurant and we’d never go back

and also told our friends not to.’
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Lesson 3: Research & Field Studies

This section was about building a
foundation of knowledge to create
engaging commentary.
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Lesson 4: Presentation & Storytelling
This part covered communicating
confidently by being passionate and
enthusiastic about your topic and by
mastering basic public speaking skills.
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Lesson 5: Preparation & Processes
This section offered more practical

advice, such as the importance of arriving
at the pier early to confirm tour details and
timing, checking traffic reports and meeting
your driver. It also stressed the importance
of making a report for your company if any
incidents occurred or if there were itinerary

adjustments or complaints.
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_pr/;n importance of
Following it, and never put
decisions to The group.
v Alwars be clear aboed Aorw
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Lesson 6: Difficult Situations &
Risk Management

The theme in this section was to
‘expect the unexpected’ and to master
coping mechanisms in order to manage
difficult situations. It’s important to set
clear expectations at the beginning of the

tour, and to manage and minimise risk by
being proactive,

= Lmportant POINTS’ &
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Conclusion
Overall, the course offered lots of
valuable tools to make new or
experienced tour guides better prepared
to do their job. I liked that the course
wasn’t just theory, but hard facts,
procedures and solutions, though in a
few cases the advice seemed a bit
unrealistic — such as, never do the same
tour twice; in the case of emergencies,
keep guests away from media
(is that actually possible?), and
don’t take complaints
personally, don’t be defensive,
don’t patronise the guest and
never promise or imply a
refund. A tall order, maybe,
but better to set the bar high to
motivate tour guides to do
their best.

I'm not sure what my
grade would have been had |
taken the final test, but I'll
give Aquila an A for
developing a very useful and
pragmatic training tool for
tour guides working for the
cruise industry, Well done. o
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