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Supreme Commission for Tourism - Saudi Arabia Travel and Tourism Training Project

The purpose of this project is to design and develop detailed curriculum and instructional design
materials for ten tourism occupations. The project is funded by the Human Resource
Development Fund, Kingdom of Saudi Arabia.

The curriculum and materials will be used to provide training to develop human resource
capabilities in the identified occupations within the tourism industry as part of the countries
'Saudisation' economic policy.







Establish relationships with industry
colleagues
In this section of the training program
you will learn how to establish
relationships with industry colleagues.
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Not every situation requires all six questions to be
answered however it is a good idea for you to summarise
any conversation with colleagues around these six
questions. For example:

“Great Aziz, if I have understood our conversation
correctly, the catering company (Who) has agreed to
provide a fresh picnic lunch (What) for our Quad-Bike
Tour on the first Saturday of next month (When

Networking
Networking is forming and maintaining relationships both
within and outside the organisation. Networks can help
you solve problems, access information quickly and
provide you and your organisation with support. Also
networking allows you the opportunity to give a positive
impression of your organisation to other groups. This
could be at conferences, forums or even informal
gatherings. Networks can be maintained in a variety of
ways. It may be through a regular meeting, social event
or by attending travel industry FAMS (familiarization
trips).

Employees within the travel industry are a most valued
asset to any tour operator, hotelier, and destination
resort. Your clients are their livelihood. Familiarization
trips will give you an opportunity to network with other
people within the industry and give you an opportunity
to experience supplier products first hand and sell them
with the knowledge and experience that your clients
trust.

Familiarization trips give you an opportunity to review
your supplier’s products or properties through the eyes
of their guests – your clients.

From a business perspective, collaborative business
relationships (networks) add value to the overall visitor
experience and give your business a competitive
advantage. Be aware that working collaboratively
requires considerable time and effort by everyone
involved and regular communication is vital – it’s an
important part of your job to keep in touch with your
networks.
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Conflict
Conflict can take the form of a dispute a disagreement or
an argument. It is important to identify an area of
potential conflict and to deal with the problem to avoid
escalation. Dealing with the conflict can be as simple as
saying a few words of agreement, to a full scale
discussion where all sides participate by stating their
grievances.

Levels of conflict

Generally a conflict will move through a number of
different levels before reaching a crisis. There can be
several stages and levels of conflict.

Discomfort - a person's needs or expectations are not
met. For example, a guest is in a hurry to check in to
their accommodation and doesn't want to wait at the
desk for a staff member to appear from the back office.

Incident - a person expresses their dissatisfaction with
a situation. This expression may take various forms -
they may verbally complain, they may fail to be pleasant
to another person; they may use body language that
expresses their grievance. For example, the guest
waiting to check in crosses his arms then taps
impatiently on the desk; he's then quite short and sharp
when he deals with the receptionist. He then complains
that the service provided at this centre is useless, there
should be more staff.

Tension - friction occurs between the two parties that
are in conflict. Both parties are offended and express this
offence. A war or words may ensue. For example, the
receptionist is offended by the impatient guest's
comments and sharply advises she has been busy
dealing with another problem and that he must wait his
turn and that there aren't any more staff available.

Crisis - the conflict has escalated to such an extent that
the parties may verbally or physically argue. Often a
third party needs to solve this level of conflict. For
example, the guest starts to abuse the receptionist
because she has been unnecessarily rude.
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2. Lose/Win

This method involves the accommodation approach,
where one person is happy to accept another person’s
argument. Both choose not to resolve the problem. This
method is used when the issue is not greatly significant
or when the people are of more concern than the issue.
This method is also used when learning about other
people’s beliefs, values and actions.

3. Lose/Lose

This method involves the avoidance approach, when
both parties choose to ignore the conflict in order to
maintain peace. They choose not to acknowledge or deal
with the problem. This method is best applied when the
conflict is in crisis and neither party will benefit from the
argument. It allows each party to be calm and consider
the case in a more rational manner.

4. Win/Lose - Win/Lose

This method is the compromise approach, when both
parties agree to differ and a concession is agreed upon.
This method involves negotiation and being flexible with
the outcome. This method is used when the argument is
complex or when there is not just one possible solution.
Sometimes outside pressures or time constraints will
encourage a compromise.

5. Win/Win

The Win/Win method involves the collaboration
approach. Both arguments are heard and assessed with
both issues and individuals being taken into
consideration. Collaboration can often result in a more
extensive and improved outcome. This method benefits
all involved.

For collaboration to be successful, both parties must
respect and trust the other’s opinion. They must be
prepared to resolve the conflict and to explore beyond
the visible problem. This method can be used when
compromising is not an alternative. When there is room
for improvement, this can be achieved through
collaboration.







Communicate with industry
colleagues on the telephone

In this section of the training program
you will learn how to communicate with
industry colleagues on the telephone.

















Conduct negotiations with industry
colleagues

In this section of the training program
you will learn to conduct negotiations with
industry colleagues.
























