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Chairman

Circular No. (15) of 2022
Issued by Qatar Tourism regarding:

Instructions on mandatory passing Qatar
Tourism’s Service Excellence in-person training
for customer-facing tourism professionals.

Dear Managers of Hotel Facilities,
Dear Managers of Tourist Facilities,

In reference to Article (3) of the Amiri Decree No. (15)
of the year 2021 regarding the establishment of Qatar
Tourism, which is tasked to work on enhancing the
tourism experience in the State of Qatar and follow up
on its development in legal and regulatory aspects.

In reference to Article (25) of Law No. (20) of 2018, on
the Regulation of Tourism, which stipulates that Qatar
Tourism Chairman issue a manual on the technical
and administrative requirements and specifications
that shall be met by employees working at hotel and
tourist facilities.

In reference to Item No. (9) of Article (13) of Law No.
(20) of 2018, on the Regulation of Tourism, which
stipulates adherence to the instructions issued by
Qatar Tourism in joint coordination with the competent
authorities in the State regarding work controls of the
tourist activities, hotel or tourist facilities or tourist
festivals and events.

In furtherance to Circular No. (10) for the year 2022
issued on August 18, 2022 by the Chairman of Qatar
Tourism regarding the instructions on Qatar Tourism’s
training programme “Qatar Host’ for all tourism
frontline staff to enable them to deliver true Service
Excellence to visitors to Qatar.
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The following has been decided:

All licensed 1, 2, 3 & 4 stars Hotel facilities, and tourist
facilities in the State shall implement the following:

1. Mandate the Service Excellence in-person training
to all facility staff who perform a customer-facing
role, whether directly or indirectly employed. The
specific course to attend depends on the
employee’s role (please refer to the attached
overview to determine which course is most
relevant to each role).

2. Ensure that all staff have registered to their
respective course within a period of ten days from
the date of issuance of this circular.

3. Document all in-person Service Excellence staff
training records and certifications, which shall be
made available upon request to Qatar Tourism.

All licensed 5-star Hotel facilities in the State shall
implement the following:

1. Mandate the Service Excellence in-person
training course L1 — “Tourism Grows You &
Your Business” — to all leaders and senior
managers of customer-facing staff, whether
directly or indirectly employed (please refer to
the attached overview for more details on this
course).

2. Circulate the remaining Service Excellence in-
person training courses to all facility staff who
perform a customer-facing role, whether
directly or indirectly employed, should they
wish to participate (please refer to the
attached overview to determine which course
is most relevant to each role). This is optional
and will not be mandated. Accordingly,
capacity in these courses reserved for 5-star
hotel facilities are limited and will be filled on a
first come, first serve basis.

Page 2 of 4

roh La RS a8

Lo dileaall y dad yall Adadll Clad aen Ao opaty
Ll Aax c(ej.a.'a iﬁ“c\'c\) Culat da )
:@u#ﬁﬁjﬂ\&%}w\

e U5 0 slalay 0aal) sLERA) il se men I ))
o 5 8 pe 8 g by 1S o g Ol e
L«;u..o.“ M\ ug\).ﬁn.t Léi_;ﬂ:}ﬂ.i celdiall &= B juilaa
d&\i\_}_g_)qﬂ\ EJJA.“ ‘)\:13;\ dalixy g cilaadldl ‘f ‘)_..I.Aﬂu
oadlll daalje a ) bl o) o Bl
spadl il Oy Aele 855 ety o3 3yl
(090 ST Apuiall Ay jaill 5 5al)

:K:L\..L)Aﬂ\ EJJJ.“ 'E.lm\‘g ugs.k)x.“ —aa d,.\;.us Ol ¥
124 JJM@JULF?\JB#EMJ)AL)QJAH
el

a%lﬂ.d‘ :\:‘:’:’Jﬂ\ Galalgddl g ly PO e G Y
Ll e

(o pnd Rt 138 (e Bl LB s e cpn
- b Le i Al

Ol Ol pall (g ae LS5 BN apan al3W )
Osteny 1S el g ¢l 3 ae Bodlae o slalaty
Blitall ae sdle 2 g B8 85y
clasdll 3 aally el il Blaiyy
sy skl b agnd dabidls |1 g siuall
a1 Jaalii e Jganll) Mol
hbﬁpwﬁgéﬂ‘é&ﬂ\u&‘:\m‘f
(ol J o
G sliidl il ge aen cileaall 3 el
151 plgm ol JS33 Vs ae O slelaty
liiall ga s il e 18 bl sy g ) sleny
s>l) e b GailYu s Ja A
lﬁbﬁ)hwmﬁggﬂ\é&)ﬂ\uaﬂd\h\f
S Al A 51 5y 50l A ped gyl Jgn
(ool e s LAY el a Yl 13 iy o s
o2k sal Aaliall 2ol of Aaadle oy U
EAPACY e_}m uam‘;.“ a5 Cya %53.\81\ Calanalt
) paitall 435l oW1 elac) alau g



3. Ensure that all staff have registered to their
respective course within a period of ten days
from the date of issuance of this circular.

4. Document all in-person Service Excellence
staff training records and certifications, which
shall be made available upon request to Qatar
Tourism.

About the Service Excellence in-person training:

e The training is a free-of-charge in-person
training developed to translate the intrinsic
understanding of Service Excellence in
tourism professionals to actionable skills and
knowledge to further contribute to positive
visitor experiences

e All customer-facing (frontline) staff (whether
directly or indirectly employed) are mandated
to take the training

e The training consists of four courses tailored
to different job roles depending on their sector,
needs and the part they play in the visitor
journey

* The training will be delivered using engaging,
interactive methods with real-life examples
and scenarios

e An official certificate is awarded to staff upon
completion of the assigned course.

e Qatar Tourism will share the registration links
with the stakeholders

¢ More details on the training can be found in
the attachment

These instructions shall be effective as of its date, and
until further notice.

The requirements referred to above are among the
mandatory requiremenis that must be met by
employees working at hotel and tourist facilities, as
stipulated in Article (25) of the Tourism Regulatory
Law No. (20) of 2018.

Any previous circulars or instructions that contravene
with the provisions of this circular will be nuil and void.
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Qatar Tourism appreciates your cooperation in  laledll sda Ldthy (,SA\ J':dj 3 r,,s_, gl Al J.Laé jﬁf:
implementing these instructions to avoid legal liability {sa, Ll 5 5 Al Al o]
prescribed by Law No. (20) of 2018. 5 i o 5 S8 e ! il

YOVA Ao (Y0) a8 il alsaY

Issued on Monday, corresponding to 03/10/2022. A AR FARYER gipt PRI IEtE ;f,ﬁ]\ KT RO

Sincerely, “‘ebh‘g\ Gl () gy § gliadl g
St s
Aalaall jhab (i
Akbar Al Baker
Chairman
Attachments: ilED palf
1.0Overview of Qatar Tourism’s Service Excellence in-person Aaluall i Galdl ciladddf L8 5uadll cu pailf Jga dale 585 )
training .
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tourismtraining@visitqatar.qga

(+974) 4499 2068

10 Sloaell Foz et il s punll | donlwsld jlnd



SERVICE
EXCELLENCE

IN-PERSON TRAINING

QATAR TOURISM | SERVICE EXCELLENCE IN-PERSON TRAINING 1



el

QATAR

Tourism d=lell

TABLE OF CONTENTS

o
[
]
=
O
o,
-
O
': *
[
=

4  Overview of Courses
5 Course Descriptions
6 | The World is Coming to Qatar

7 | Commitiing to Excellence

9 | Ready for Adventure

s |

1) Contact Us

QATAR TOURISM | SERVICE EXCELLENCE IN-PERSON TRAINING p3



el

QATAR

Tourism d=Luall

INTRODUCTION

Building on the learning experience of the Qatar Host
programme, Qatar Tourism is offering cornpiimentary in-person
Service Exceilence training courses designed to equip service
professionals and ieaders in the tourism sector with the skills
required to deliver a truly memorable visitor experience.

h training will be delivered by ELR Doha on behalf of Qatar
ourismi, and courses will be available from October 1st, 2022 to
Novemoer 31d, 2022 for key audience groups within hotels and
tourism comparties

The information ini this document wiil allow you to identify
which courses you and your teams shouid attend to extract
the greatest benefit from this initiative.
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OVERVIEW OF COURSES

THE WORLD IS COMING TO QATAR

A course on esseritial customer service sKilis
with practical instructions of delivering Service
Excellence to visitors

COMMITTING TO EXCELLENCE

A course that will enable learners tc take more
responisibility for delivering individual and team
excellence in practice, gaining the hands-cn
know-how needed to exceed expectations eveil
i difficult situations

A leadership course that will empower tourism
leaders with the necessary acticns to drive the
Service Excellerice mindset in their workforce

READY FOR ADVENTURE

A course for Safari guides with the appliea skills
and actions needed to deliver excellent service to
adventure-seekers in Qatar

3 TOURISM GROWS YOU & YOUR BUSINESS

QATAR TOURISM | SERVICE EXCELLENCE IN-PERSON TRAINING



COURSE

Learn more about each course, who should
attend and how to register in this section

"2
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THE WORLD IS
COMING TO QATAR

Delivering Service Excellence in line with the Tourism Strategy requires not
only the practical skills of one’s role but also a deep understanding of the
customer. This module provides staff with examples of how their roles
impact the impression of their customers in different ways. This knowledge
will enable them to contribute to lasting, positive visitor memories.

WHAT TOPICS ARE COVERED? WHO SHOULD ATTEND?
« Essential service skills awareness From hotels:
* Housekeeping
» Making a positive and * Security
lasting impression * Bellhops

* Doormen

) * Room service
* Personal professional standards

From tourism companies:
* Customer understanding — * Drivers
Who? How Long? What to do?

HOW IS THE COURSE
* Effective use of body language DELIVERED?

Engaging instructor-led

classroom training

WHAT IS THE DURATION
OF THE COURSE?

3.5 hours

QATAR TOURISM | SERVICE EXCELLENCE IN-PERSON TRAINING
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COMMITTING
TO EXCELLENCE

The importance of understanding customer needs and
contributing to Service Excellence as a key pillar of the
Tourism Strategy is further elaborated in this course.

WHAT TOPICS ARE COVERED? WHO SHOULD ATTEND?
* Know Your Customer From hotels:

* Front Office
» Service to Service Excellence * Food & Beverage

* Reservations

+ Sales & Marketing

*» Spa & Recreation

* Supervisors and team leaders

*« We are Global Ambassadors

« Service skills development

From tourism companies:

+ Customer Service

* Reservations

* Supervisors and team leaders

» Exceeding expectations every time

« Part of a bigger team - cross-sector

visitor touchpoints
HOW IS THE COURSE

L DELIVERED?
» Dersonalised, tailored

recommendations Engaging instructor-led
classroom training

WHAT IS THE DURATION
OF THE COURSE?

3.5 hours

QATAR TOURISM | SERVICE EXCELLENCE IN-PERSON TRAINING 7
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TOURISM GROWS YOU
& YOUR BUSINESS

With “The World Is Coming tc Qatar” and “Committing to Excellence”,
teams will be enabied te represent the business and the destination to a
global audience in the best light possible. This module covers the role
that managers have in furthering the Tourism Strategy in two ways:

(i) supporting and influencing the roles of their teams within the
strategy, and (ii) leveraging the global opportunities of the tourism
market to {urther develop their business strategy.

WHAT TOPICS ARE COVERED? WHO SHOULD ATTEND?
» Highlights of the customer From hotels:
service courses + Management

From tourism companies:
* Management

* Your role as tourism leaders
* Your role as peopie leaders HOW IS THE COURSE

DELIVERED?

 Future plans Engaging instructor-led

classroom training

WHAT IS THE DURATION
OF THE COURSE?

3.5 hours

QATAR TOURISM | SERVICE EXCELLENCE IN-PERSON TRAINING
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READY FOR
ADVENTURE

Adventure-seckers are a priority demand space for the Tourism Strategy and
delivering Service Excellence to this visitor group is essential in showcasing
what Qatar has to offer to them. Combining elements of “The World is
Coming to Qatar” and “Committing to Excellence”, this bespoke course aims
to equip safari drivers with the required practical service delivery skills to
ensure that their visitors will truly be “Ready for Adventure”.

WHAT TOPICS ARE COVERED? WHO SHOULD ATTEND?
» Essential role in Qatar’s tourism From tourism companies:
ecosystem * Safari guides
« Importance of safety as a part of HOW IS THE COURSE
Service Excellence DELIVERED?
Engaging instructor-led
* Making a positive and lasting classroom training
impression
WHAT IS THE DURATION
* Personal professional standards OF THE COURSE?
3.5 hours

QATAR TOURISM | SERVICE EXCELLENCE IN-PERSON TRAINING 9



tourismtraining@visitgatar.qga

(+974) 4499 2068

For any queries, please contact the support team
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