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MYA/001 Lux-Development

i@ MYANMAR-LUXEMBOURG
DEVELOPMENT COOPERATION

MYA/00I is glad to collaborate with the Ministry of Hotels and Tourism and development
partners to support responsible tourism and community involvement in tourism activities -
particularly the Guesthouse and Bed & Breakfast Manual — How to run a Guesthouse and B&B
Business. This will help contribute towards the development of human resources and promotion

of service quality in the tourism sector which represents the project’s specific objective.

Myanmar Responsible Tourism Institute

MRTI/

Myanrmar Responsible
Tourism Institute

The Myanmar Responsible Tourism Institute (MRTI) envisions Myanmar as a leading responsible
tourism destination, which empowers local communities, strives for livelihood creation and
respects environmental sustainability. We therefore support this manual and believe it as a
useful tool for communities and individuals who are either interested in learning more about

small scale accommodation or to improve their current guesthouse business.

Hanns Seidel Foundation

“In the service of democracy, peace and development”

This is the motto that describes the work and mission of the Hanns Seidel

/ Hanns Foundation. Since opening our representative office in Yangon in 2012 the
‘///gbe::lil‘:!lation Hanns Seidel Foundation has been following these principles by

implementing several projects to support a responsible and sustainable
development of the Tourism sector.
Ve are therefore delighted to support the Guesthouse and Bed & Breakfast

Yangon Office,
Myanmar Manual — How to run a Guesthouse and B&B Business. Our hope is that

the manual will contribute to train and educate interested entrepreneurs
and communities as well as current small business owners to accommodate

guests and to improve the quality of already existing guesthouse businesses.
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International Labour Organization
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International
Labour
Organization

The International Labour Organization supports the development
promotion of the Guesthouse and Bed & Breakfast Manual — How to run
a Guesthouse and B&B Business as an important tool in the development
of Myanmar's tourism sector. This manual can assist businesses in creating
more opportunities for women and men to have decent employment as
well as promoting good labor standards and fundamental principles and
rights at work.
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Introduction

Tourism is an important part of Myanmar’s economy, contributing for 4.8% of the
country’'s GDP, in 2014.

Since the opening of the country in 201 I, small guesthouses and only recently some
Bed and Breakfasts (B&Bs) emerged, enabling tourists to experience local culture and
everyday Myanmar’s life.

While accommodation services at a community level involvement in tourism is a niche
within the broader accommodation sector of tourism in Myanmar, if developed according
to a market-based approach, it can be aviable livelihood option/supplement to rural
community members whose other accessible livelihood options may be limited. This is
also seen by many advocacy groups who see tourism as a mean for Myanmar to provide
economic benefits for the local population and support the peace process.

However, as tourist numbers increase the danger of mass tourism and the resulting
risks are imminent. To prevent this the Myanmar Government is promoting responsible
tourism policies and supporting various projects and approaches to ensure a future of

sustainable and community involved tourism.

General

The small guesthouse manual is designed to support future small guesthouse and B&B
owners in setting up their own business. It assists already established small guesthouses
and B&Bs to improve their service focusing on how to cater both Myanmar and
international tourists. Furthermore, it may be of interest to practitioners and trainers
working in the field of guesthouse and B&B set-up, operations and management.

The Manual provides an introductory section in regards to tourism and hospitality
covering basic skills such as customer service, safety and security, waste management,
housekeeping and food preparation. Managerial topics are also covered, providing basic
knowledge on how to manage staff and money as well as marketing. Finally,a module on
how to set up a business plan is provided.

Additionally, it should help the promotion of a sustainable and responsible tourism
approach which involves local communities and regional development.

' Turner, R. (2015). Travel & Tourism Economic Impact 2015 Myanmar. World Travel & Tourism Council. Retrieved from
http://sp.wttc.orgl-/media/files/reports/economic-impact-research/countries-20| 5/myanmar2015.pdf
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Contribution

This manual has been produced with the collaboration of MYA/00| Lux-Development,
the Hanns Seidel Foundation (HSF), the International Labour Organization (ILO) and
the Myanmar Responsible Tourism Institute (MRTI). These organizations contributed to
the development and printing of this publication which will be used to deliver trainings
to the respective target beneficiaries or/and as a basic guide to the topic.

The contents of this publication are based on the High Impact Tourism Training (HITT)

materials which have been adapted to the Myanmar context.
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FOREWORD

According to the Lonely Planet , Myanmar is now considered one of the
top 10 countries to travel in the world. It is very likely that this country
will continue to see an increase of tourism in the future and thus, living
accommodations and local Hospitality management are becoming more
and more important for the sake of future tourists and local alike. It is
due to this reason that establishments such as Guesthouses and Bed &
Breakfast require more attention and higher awareness.

The growth and sustainability of tourism in developing countries rely
on the development of quality small and medium business, including
accommodation providers. Tools such as this Guesthouse and Bed &
Breakfast Manual: How to run a Guesthouse and B&B business are
essential in supporting these businesses by providing information and
methods to improve practical skill levels.

At a local community level, small accommodation providers can offer
unique experiences to both domestic and international tourists. But we
need to ensure that standards reflect a quality service. And it is through
educational materials, such as this manual, and training and
development that the Myanmar tourism industry will continue to
improve its services and products.

I would like to thank the organizations that made the Guesthouse and
Bed & Breakfast Manual: How to run a Guesthouse and B&B
business possible: Lux-Development, the Hanns Seidel Foundation
(HSF), the International Labour Organization (ILO) and the Myanmar
Responsible Tourism Institute (MRTI). | look forward to seeing this
manual being used by guesthouses and Bed & Breakfasts in the future.

U ©Ohn Maung
Union Minister
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Module 1 Introduction to Tourism
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Learning Outcomes

At the completion of this module learners will be able to:

Understand ‘What is tourism?’

Understand ‘Who are tourists?’, ‘Why do people travel?” and ‘Why do international
tourists visit Myanmar?

Understand ‘The tourism cycle’,'What are tourists’ needs?’ and ‘Who are the different
tourism actors and what are their roles?

Understand the concept of Responsible Tourism

Understand the potential positive and negative impacts of tourism

Understand ‘What is culture?, “Why is culture important?” and ‘How to share and
preserve regional culture?

This Module is Particularly Helpful for:

¢ All learners
¢ New staff in the tourism industry
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I.1 What is Tourism?

Tourism is the voluntary travel by an individual
or a group that leads to movement from one
place to another. Tourism can be for different

purposes such as for business, pilgrimage,

trekking or cultural experiences. For most
people, ‘tourism’ is usually associated with
people going on a ‘holiday’.

.2 Who are Tourists?

There are many different types of tourists and
they can come from many different places.Tourists
can be foreigners (international tourists) or
regional (domestic tourists) and they can be
families, student groups, business travellers or
people with a special interest; for example people
who travel for bird-watching, sports, pilgrimage
or other activities.Tourists usually pay for many
different services such as accommodation, food,

beverages, transportation and entertainment,

|.3 Why do People Travel?

Just as there are many types of tourists there
are also many different reasons to travel. Some
people may travel just to have fun and relax,
while others may travel to experience a
different culture, to explore a new destination,

to enjoy a beach holiday, to celebrate a festival,

to visit friends and family, or for business.

2 [ Module | - Introduction to Tourism
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| .4 Why do International Tourists Visit Myanmar?

International tourists come to Myanmar because it is unique and it is an authentic,
exciting, natural and cultural experience. Many tourists want to explore the beautiful
landscapes such as Inle Lake, Putao and the Myeik Archipelago. They may want to
experience Myanmar’s diverse culture by interacting with the local people and learning
about their different lifestyles. The warm and genuine hospitality of the local people is
also renowned. Some tourists may be visiting for business and staying in the cities
while others may visit to study, with fieldtrips to the countryside or for a pilgrimage to
visit sights such as Kyaiktiyo, Shwedagon Pagoda or Bagan.

|.5 Why do Tourists Stay in Local Accommodation?

Some tourists like to stay in luxury hotels, some like to camp in nature and others like
local accommodation such as Bed and Breakfasts (B&Bs) and guesthouses.

Some tourists like local accommodation as they can interact with local people and
learn more about the culture of the region.Also, local accommodation usually provides
more personalised service and feels more like a home. It also means that tourists are
supporting local businesses and more of their money is going towards supporting local
communities and families.

Activity 1.1 - Discussion on Tourists and Tourism

1. Look at the picture on the map. Can you identify what these different tourists
are doing and where!?
2. Below are some questions for you to answer based on your experience and
observations (list as many answers as possible).
®  Who are the tourists that visit your destination?
u Do international tourists visit your destination? If yes, which countries
do they come from?
® Do domestic tourists visit your destination? If yes, which places do
they come from?
®  When do tourists travel to your destination?
%  Why do tourists come to your destination?
3. From the answers to the previous questions is there a “typical” tourist who
visits your destination or are there different groups of tourists? Make a list of
the groups of tourists that visit your destination.

4 [ Module | - Introduction te Tourism
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| .6 VWhat do Tourists Need?

A tourist needs a place to stay (accommodation) such as hotels, guesthouses and
B&Bs. They also require food and drinks that can be provided by restaurants, cafes,
street food vendors, or by the accommodation provider.

Tourists need transport to travel around the country such as cars, buses, taxis, bicycles,
boats, trains and planes. They also enjoy attractions to visit such as temples, pagodas,
museums, heritage buildings, traditional villages, natural parks, beaches, lakes or to see
animals in their natural environment.Tourists also like to do activities at these attractions
such as guided tours, bike riding, trekking, bird watching, scuba-diving, boat cruising,
balloon riding, cooking classes and many other things.

Tourists need good safety and security to feel that they are not in any danger from the
environment or from criminal activities. Additionally, they also need to access facilities
such as Automatic Teller Machines (ATMs) to withdraw money and to have electricity
for charging their cameras and phones. Some tourists may require good communication
facilities such as internet and cell phone reception so they can organise their trip and
keep in touch with friends and family. If you cannot provide these things it is helpful to

explain it to tourists on their arrival.

Activity 1.2 - Tourism and its Components

1. Form into groups and discuss the following questions based on your experience
and observations. List as many answers as possible.
® What is tourism?
® What do tourists need?
- Accommodation: Where do tourists sleep?
~ Food and drink:Where do tourists eat and drink?
~ Transportation: How do tourists get to Myanmar? How do they travel
around? How do they get to your village/city?
~ Attractions:What do tourists come to see and experience? What can they
come and see and experience at your destination?
~ Activities:What do tourists do at these attractions?
® Have you ever left your home town to travel somewhere else (domestically or
internationally)? If so, why did you go? How did you get there? Where did you
stay? Where did you eat? What did you see/visit? What did you do at those
sites?

U Module | - Introduction to Tourism




2-Gil a%:ﬁgﬁ:ep: .Qéwémqarﬁ c{f}sa ::o‘?p_f i

280000 B0pd Bonudeps mopsdesiepiss B&Bs oiopajecon oophidesesep (e5ep
c c Q [ C C“£ . Cﬁc o o o9 . - C o :)3 S
3Eo¢Es) mm?mmomeu 2030005 entean0dBEgpn mewap: codieoieapanpden: a3ewod
c_c.0¢ ¢, .o¢ . < ¢ . .90¢
cpepad€adide Jcow ceplajen:dCeomantoepséeanadogyp: g§8&oopdi

@ g{' L C ('D Gn . c - cc - =] Cﬁ“ i <

a8pogoige0pd §CEmOo8iadiogaigq omon :CHdI P 0B eyl qroNss

cLunPB3ep3ea wuduIdes0rEecdgabadi GEo3pd meprempEiep coodep: [GodTd
[

gt 9269280 Fea000dMPepn epeoigpaps 20a0pLPPePE vEudmbiegup mEep:
0PAE0DBEINCHENIT; 22830l Pewpod GEIGRETII0VCHOFNYCE CIGEIFEPET; (3029
o305 o§saggmiaopd epdeodip§dlecm a&odyps eebeohBEmbEgen a&qpdapadgés
codepiont eenglogpp[gln eqgdfgln coeonlgEoreypediogadfgln :0igi8i(gcy sagEdm(gicd
wémisé mfgnidesnedearn axbe§igpiad canégodadoaoogdi

a§paxsepsoogh 2omoochoiyCelybenl epaocdesdtepapbeamiandapidgben opdoogd
8P ONESSgEY) o:ac:qm%r;gaéé 981‘3@95 30%q|mn%qj@5r;®9é come: g%so:n co%
RFPOMEIgCIeg s espoRa) 3ee00pdl cfg@cqc oo::o@ Gcmeﬁ- saeosaempm Eeleeles
oodep: (ATM)s¢ qé:d%c%mceepq’):?g?§ s 905008 agbodenchor: saefiean sacconch
snep Soigcligfooss cSonbimogs oS o olyBof: Bcbiespps

[+ . o C i cgcc € c_ ¢ N C C ago-.o e c € €
93)’).&263’)»?? SDODDSQJLCG]ﬁa S?CCTJ’J@OD?E? QDOJ(EI%‘,CDODQG@’) LJQLOEO?QEGQJ'J m’::c.g:.-;ameg

ma%agtﬁss;mcmn%maa@p: oﬁmﬁ%ﬁméu mz%oﬂo%gep:c%@ém@ecm%&ﬂm agFagongfx
cp§F$ant [gpdeopirucudlafompicd giicotielplgaélud saeconadornylydEeoanghi

COE)G&)"‘:E‘QOS =2 99':13'3"(\)5(:5'&5 'é'ﬁ%“?gﬂgmfgg'@ﬁ°
[ 2] AN S Gl'o"L oG QLIS ; pCaal

ol 260edf: wE ety copavepied saefgdom sgmciilesgsiepiad clgdl
nelgepcd moH8Ewe gpsepiesgdll
m a%agxcoSc%.eﬁmém mmcﬁ.'f;é I
w 921:38‘3 29t eémémspm 3920005051
cpepdEads - as]':ogo:egp Qémécépspoac Boocdlgoospdl
~ 2029000 - a&ayngp: opdpdespE exeoadlyoosedi
~ oocduBeamiess - a8oyaepioogd [§§008EE A3 epdadeepad§logonspdil eepady
epconesepaE 6pddl afopmifyoosplnl Edicoygl [ e0dd b opdf
cepad§logoospdii
- eandoep: - adiogeigpiongd opSadpSRa} sopfgdfFecpftorseS
- cpbesnéajedep: - 92530laeaotagpiopt aggog'xep: moaoblegoospds
B slgiesepad a8apied wbeicsqfioagbe agobgnuidlonconti ([Gpdogt: Bewrcd &€&
0207 6gepea)i 3B MPelE Eagadloogpds vpdBaxeepad s b
0pbo0ES G4ePePIopt crpRB3 SO LESEDES EPEPIIE 028E00DHFSENI KEEES
e} (€31 copdocddmspbal saBolesepepiopt wEomadysedI

wEa&ioomdt(o) o&umarbe§:écdwad O

L




1.7 The Tourism Cycle

The tourism cycle involves all the steps a
tourist takes when travelling. Each step
fulfils a particular need of the tourist. Look
at the picture to understand better:

step | This is the initial step of the
tourism cycle. It is when a tourist decides
to travel to a tourism destination.This step
can be done by consulting a travel agency
or through searching the internet for

information and booking online.

Step 2: This is the moment in which the
tourist moves to the tourism destination.
Transportation can be by plane, train,

private car, taxi etc.

Step 3: In this step the tourist is at the
destination. The tourist’s needs are
catered for at their travel destination with

accommodation, food and beverage

services, attractions and activities available.

Step 4: In this step, the tourist returns

to their home.

Step 5:This is the final step of the tourism
cycle. After returning to their home, the
tourist speaks about the holiday to their
friends and relatives.

8 [Module | - Introduction to Tourism
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Activity 1.3 - Tourism Cycle Description Cards

1. Using the Tourism Cycle on Page 8 as a guide, make your own description cards
for each of the steps in the tourism cycle (make sure to include the points below):

Tourist researching the destination before arriving

Tourist using a travel agent to make travel bookings

Transport to and from the destination (plane, train, bus, car etc.)

Accommaodation type (hotel, B&B, guesthouse etc.)

Available food and drink establishments (restaurants, street stalls, shops etc.)

Attractions. What can tourists see and experience at your destination?

Activities. What can tourists do at your destination attractions?
2. Ask learners to identify the actor and give examples.
List and summarize the answers.

3. Using your description cards and the diagram above as a guide, explain the tourism
cycle. Explain that the actors in the tourism cycle are businesses that fulfil the
needs of tourists (accommodation business, travel agent business, transport business
etc.).

4, Explain the order of the tourism cycle noting that international tourists can book
their holiday before arriving (via internet or travel agent) or once they have arrived
into the country.

| .8 What is Responsible Tourism?

Responsible tourism is: “tourism that creates better places for people to live in, and
better places to visit”.
Responsible Tourism is an approach to managing tourism aimed at maximising economic,
social and environmental benefits and minimising costs to destinations. A responsible
tourism approach aims to achieve three main outcomes:

B economic growth;

® environmental sustainability; and

B social justice.
A Responsible Tourism Policy was created by the Ministry of
Hotels and Tourism in collaboration with the Hanns Seidel
Foundation. This document provides more information on
Responsible Tourism in Myanmar (see Further Reading section

for more details).
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1.9 The Positive and Negative Impacts of Tourism

Positive Impacts of Tourism Negative Impacts of Tourism

®m Tourism has a direct impact on the
national revenue of regions and countries:
it creates job opportunities, industries,and
investments that contribute to the country
and community.

®m Local tourism businesses e.g. locally
owned B&Bs, guesthouses, local souvenir
stalls or food stalls can have significant
financial benefits for individual families and
entire communities.

®m Tourism also allows cultural exchange
and contributes to the history and
traditions of a country. It allows you to
share your culture with guests, and for
guests to share their culture with you.

® Tourism can also lead to infrastructure
development such as roads, hospital and
communication facilities and improves
living standards. Local communities can
invest their own tourism earnings or
governments can allocate funding.

12 O Module | - Introduction to Tourism

& With more frequent interactions with

foreigners, it may be tempting to copy their
habits and culture and forget yours.
Although it is important to learn from each
other, it is also important to value and
maintain your own culture.

® Tourism activity can cause harm to the
environment especially if tourism is in
ecologically sensitive areas. If too many
tourists visit a place, it can ruin the quality
of the natural environment by putting
pressure on the resources or by increasing
pollution and litter.

®= Tourism can also lead to unequal
distribution of income. For example, a tour
operator may sell tours to tourists which
include a visit to a village. The tour
operator takes the tour group through the
village — they stop briefly, take a few photos
and move on. The villagers receive no
income or cultural benefits from this
situation and have limited control over
who visits.

® Tourism can also lead to increased
crime, vandalism, alcohol abuse and
prostitution.
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.10 What is Culture?

Culture is what is common to a
certain group of people and what
distinguishes one group from

another.

Culture includes material things
such as art, artefacts, books, tools,
clothes and food. Culture also
includes non-material things such
as customs, rituals, songs,
language, common understand-
ings, values, the way we show
respect, the way we cook, eat or

grow rice, or simply “the way we

do things”. Ethnicity is a wider
definition of culture that is more

related to ancestral affinities.

Myanmar is a country with a rich ethnic and cultural diversity. Ethnic groups have
different cultures and customs embedded in their societies. There can be a high degree
of diversity even within the different ethnic groups and it can sometimes be difficult to
describe the local culture in words. For example, Karenni people in northern Kayah
state have different cultural aspects than Karenni people that live close to the southern
border of Kayah state. Every cultural and ethnical difference is important and should

be celebrated and shared with visitors.

Tourism can be a way to learn about other cultures, but also to learn about your own

culture in order to be able to explain it to visitors.

14 O Module | - Introduction to Tourism
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I.11 What is Religion?

Religion is a cultural system of behaviours and practices, world views, sacred texts,
holy places and ethics. It can also be defined simply as “an order of existence”. Religious
practices may include rituals, sacrifices, festivities, meditation and prayer. Most religions

have sacred histories, places and narratives.

Myanmar’s religions are as diversified as its cultural landscape. The majority of the
population is Buddhist but Hindus, Muslims, Jews, Christians and other religions can

also be found.

I.12 Why Do VWe Need to Show Tourists Our Culture, Religion and Ethnic

Background?

Visitors want to have new and unique experiences. Many domestic and international
tourists want to find cultural, spiritual or natural experiences when they travel. Showing
your culture allows you to share your essential cultural values with your guests and
this can be a way to preserve it and be proud of it. Most tourists appreciate if you tell
them the local ways you expect them to behave while staying at your destination (see

the further reading section on "Dos and Don'ts").

Activity 1.4 - |dentify Cultural Experiences

1. Working in small groups create your own definition of culture.

2. Ask each learner to list something that is specific to their culture, This can be in
terms of rituals, food, drink, dress, language, festivals, religion, traditions, greetings,
beliefs, way of relating to each other, naming system.

3. Sum up and bring leafners to the conclusion that “culture is what is common to a
group of people”.

4. Ask learners “Why do we need to show tourists our culture?”

16 O Module | - Introduction to Tourism
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1.13 The Challenge:
To Remain True to
My Culture While

Meeting Tourists'
Expectations

When you meet people from other cultures you can often learn from each other. It is
normal that you can sometimes adopt elements from other cultures. However, it is
important to understand your culture and its importance and to consider the positive
and negative things about other people’s culture before adopting them. This is a balance

and is up to the individual.

Remember that guests come to your region and to your destination to experience

your culture (not their own) but they will also expect a certain level of comfort.

Activity 1.5 - Share an Authentic Experience

1. Divide learners into groups.

2. Each group should list their ideas or experiences of using their culture to enhance
a guest's experience in the following fields:
u Dress and food

Festivals and rituals

Handicrafts (traditional utensils, musical instruments, decoration)

Hospitality (greetings, welcoming guests, gestures)

Other areas
3. Ask the groups to list their ideas and experiences on paper and present them.

18 I Module | - Introduction to Tourism
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|.14 Sharing and Maintaining Your Own Culture

Sharing your culture with visitors is a great way to preserve your culture. There are
many ways that you can share, such as offering tours with a local guide to explain
culture and history of sites or with cultural shows such as dancing and puppets,
handicrafts workshop, cooking classes, demonstrations of cultural habits or by interacting

with guests in your language.

Another way to preserve your culture is with ‘Dos and Don’ts’. These are codes of
conduct which describe acceptable and non-acceptable behaviour according to your
cultural norms e.g.“Don’t point with your feet”. These can be presented as pictures or
words and displayed in areas that tourists can see them so that they are aware of the

‘Dos and Don’ts’ of your community.

A Dos and Don'ts for Tourists manual was created by the Ministry of Hotels and
Tourism, Myanmar Tourism Federation, Hanns Seidel Foundation and Tourism
Transparency (see the Further Reading Section for more details). This includes thirty
‘Dos and Don’ts’ that simply and clearly illustrate cultural norms so that visitors can
travel responsibly in the region.Your guesthouse can use this as a basis to create your

own ‘Dos and Don'ts’ that are relevant to your culture and experience which can be

placed in the lobby and/or guest rooms (either as a book or a poster).

Activity 1.6 - Discuss the ‘Dos and Don’ts’ for Tourists

1. Access the ‘Dos and Don'ts” here: http://www.dosanddontsfortourists.com/

2. Introduce and discuss each of the ‘Dos’ and
‘Don’ts’

3. Ask learners if there are any others they would
add.

4. Sum up and bring learners to the conclusion that

DOs
FOR TOURISTS

‘Dos and Don'’ts’ are important. Explain that a
community can create their own ‘Dos and Don’ts’
(relevant to their culture and experience) and put it in places accessed by visitors

(e.g. accommodation lobbies, guest rooms, information centres).

20 O Module | - Introduction to Tourism




5-0c1 wEE BdEwdempand geofgiaé 35365t

c ﬁ c o @ c c C c [ [} cgc QcC ¢
0CE UJEGO'JJSROE 96]:38’3399[)3?@ ?JGO@CSQ}E DDCQ":ﬂ QJEGO’D‘FJEEGE -?3.’.70‘3251«? @SQ’DEGCD'J

$pd2c0800060[gdoopd wEgeodEean §odudiePiggopdi poed - cpepepidl WEEiad
wdempeadglilged esmdepdorbippiclear a&odgpindiudsgln semségbeaigpy
CLOOPERTCVOY TGO 0CI§: PPHELPEMERVCEP [GPPElgoo[gts Pevpdd 2Ce
omaneoiss 8pdopdemad MFmesargiegolosaélyé whempesecpmmCepiad
20gdlgoo[gé: o3gdaopdi

20EE0PEoRRAID§:B0g$ Tlgnipdictied “eaonCauisC ceplaep:” (9¢ Opeades
[5Es[gdoopdn wéBoopd wEiwdempeBEpardapiong c0ad58Eeanm(g g0t WHedEE
conmlgsaeepiad cudgoopd oyjEocdadEepacduciamdepiotgdoopdi pows- “aéaegecndd
(€ 8[EE:L[glss ™ a8togarapiangd cwéapmadeophidl “caontad /eqpEaset’cd BgEan
9§20 GERRHOOGR: Bewnod eomiadiepys a8iayegE_E pdesepypiogt atioyts

L

(=] [ c C [ 4 c T [ o ] T Ce (#] c a2
S S ve ot rlertes) Ga:ocsl§/3§iscq§r=§:\=mmgmﬁgoa? [gqsm%cc o?mtﬁg.g a8pognsanesg
AT C'Q < A c Ceo B n < C'Q -, C - - (g 1<} " < C"D
wOc$08[0%G08! [§5er8EEaTaynande 19289101 Hanns Seidel Foundation s¢ a§aycobess
gEcotelgtangaion [geoontloopdi (92600:80588B§g$990300 soorc0rdecdggcimadiopé

oco (0050 Bowod Soomnmled) csepaodEcloaSi
L 1 L L ?GP 'J L E

c

" C [ = & o - g c € =G P - f~C.
C\!._JUGEI‘JQCQIUJ D.G = azl.aga.@p.sacgm GQ’JJCE]%XG?PC&I%@IJ. fTE GQ&}Q%.@C.

o1 “esndes /cepEasep:” o3 hitp://www.dosanddontsfortourists.com/ oa€gadl
Ui “esontq$/eepauep: 0degitid0d Scdsocdeuils sagegscll

o1 oBopopeprem: qliBaobofgpbgaaf mafgroaepapi/of FOR TOURISTS
s | '-‘!.,03%'1!;1‘ .
1 smoySiaSfrezocs “sastal/eqpSafep oS el A

sl 2o8opopepron §esaybelploprdlindgpopangerept:
0289205 GERARDEE (wfeopa seoarsd b
so) “esotef /agpSafep:” ufHEcfy sfagrep: ocbgitaglesap(puen- oophidesdiiared
C\E&H}:?BO:GPG?G[}QJD:I eé'ﬁ;%qpﬂ 3303558’3*9132)088 M%EG@D8= ﬁa:@(ﬂll

w&afioomdt(o) s&umarbefiéododn 21




Activity 1.7 - Dealing with Cross-Cultural Issues

1. Divide learners into groups, and discuss what is acceptable of different cultures,
i.e., what is considered polite and what is considered impolite or unacceptable.
®  Local culture e.g., not pointing with feet at people, not touching heads, removing

shoes, sharing dishes
m  Western culture e.g, eating from individual plates, directness, showing affection
in public.

2. Each group presents and discusses their findings.

P Tips: Encourage learners to share their experiences, funny stories, and
® @ misunderstandings. Make them understand that things may be rude in one

a

|.15 Further Reading

Responsible Tourism Policy

culture, but not in another culture.

The Myanmar Responsible Tourism Policy serves as a platform for the National Tourism
Master Plan and regional development strategies for the major tourism destinations.

Access a free copy of this policy here: http://www.myanmarresponsibletourism.org/
mdocs-posts/myanmar-responsible-tourism-policy/

Policy on Community Involvement in Tourism

The aim of this policy is to tackle the challenges related to the integration of local
communities towards sustainable and responsible tourism development by providing
solutions for the creation and development of viable economic and social entities.

Access a free copy of this policy here: http://www.myanmarresponsibletourism.org/
mdocs-posts/policy-on-community-involvement-in-tourism-cit/

Dos and Don'’ts Booklet

The Dos and Don’ts for Tourists manual was created by Ministry of Hotels and Tourism,
Myanmar Tourism Federation, Hanns Seidel Foundation and Tourism Transparency. This
includes thirty ‘Dos and Don’ts’ that clearly and simply illustrate cultural norms so that
visitors can travel responsibly in the region.

Access a free copy of this policy here: http://www.dosanddontsfortourists.com/

22 O Module | - Introduction to Tourism



¢ o C NN 0. ¢ .0 c . O
ODUG‘ED.’JCQJ(‘D -‘.'Jc.? = (.DEGC‘FZ?F@U)C\JGJ)’} m@queﬂﬁ:m G@G‘C:G&L“DCEU‘)@GS

on wEwRePe: ROee:I([G: voppdean wHsmieepial woss§Eswomepme(opt:
cagreg: Sl aScSmém ogdpdsepod méem‘pméo? DifgcdoospSied Qéwéquﬂ
méeoq*ee%m aB:fgodoogpbil
B camgquempisl poes - qpapiad slgeannrlgéapslgEtelge BresiCiopiad eBecdEe
355gpigiodqepdi oo gqyggeowcmcﬁméu
B 56500303E:0p60% 41 pows - © s008[gpr00d969E:8e eradGla géod:ofEen o
eq 56a8sb0adendgoofgun
Ji 926900833C:8m GE:c3ecp§ajodepioy oa[gesgiegiol

2(o3(glaedep:-co wodepiga: qf::c%ﬁsaeoasa@[upm QUOgEROdEI0ICGIPEE
o-méemm'@m eprgacfopé: geoed o?nmo:ap*'sm cuioh 923 sacfoyrEionepep:

: 20 wéco?rem&aqgc §es8Esa0p50> weHecdedpM m@xméeoq:ﬁcgc §cacs

a}ém ammeme@oc' qc"cB §02 mémsm@cﬂmmemﬁ -:;sr:ncgmo I

c__.c.__.Cc._ e
2-09)l mmmmwmﬁ@c:

€. 0. 9 SeSsod]
ODD0§ W BEFAAOCHL0I3

[§508E¢ om0§3a8ogarepbe$iaolacad sagjroontafioyiapbe st eumddoifioacyad
&GlCz0nt00b[gdGe 92800a8ognic0be §1Bionpbepesoepizcyod esaBEep wuYUIIgN:
copdelgdoopdi

CSL%D'ISS%ED% http://www.myanmarresponsibletourism.org/mdocs-posts/myanmar-
responsible-tourism-policy/ 085 saa-:}qmt.'ﬂu

@Cmoéé"@‘flj °C\36CC°CFD Qo6 (.09’3 °G'3°UPIDE SD'DE ")%GE‘“BOWG
? ‘% o8P B HIDLCPECRC ung DPas © Sl i

Sy oSS GBI o Bepeongst cpporpopmioiaped ofilip
GBoBroncdesma’ segepienityé caqpdompdoddeofds 00§ Beagiade§idad

47

o

esdcpemngmeopdepidl edltiophidloeséordodean 85eslvgmad oBExpdde(ygtiqs
o

gn
e ls]

ILJL AL J
[goopS
Becladoye} http://www.myanmarresponsibletourism.org/mdocs-posts/policy-on-

community-involvement-in-tourism-cit/ o3¢ 9259qacl
gy o S ¢
G@?CQ@—G&}TDCGWQP, QJU)OG'JSEU

=] o < i LR o c o 9 cC_ = [ Ct i
98paiePi9cpcd 6anEe$egpEaberiomPenadad BonbsEadroganeeparde o8
8l Ecmggés%m°mﬁcc°m& &1 Hanns Seidel Foundation && 28 m°co§-c$‘o§m5- Eoon
5% ? L 8- "1 %":}Q«H 1% q:c"l- ‘6 e f
o ©Q

003 [glocongesladoopdi wadsopé camnted/eepEefap: po Clodf: wdempedsdiepiadd 3oy
gEsco&sgoeudlgooneanelopé esmsectiont a8axigm: sas0te(gomo§adgy axan§Eeonogdi

Booesgensrda’ http://www.dosanddontsfortourists.com/ ¢ 9238606l

K5, Ol .~ - -0, + R
w&afioomdts(o) o&oynarbe§:écdod ) 23




|
o

C . o ._‘_.
AR TOONS CHIT THLL 2016



Module 2 Hospitality & Customer Service
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Learning Outcomes

At the completion of this module learners will be able to
®m Understand 'What is hospitality?' and "Why is hospitality important?'

Deliver warm and hospitable local service to guests

Learn techniques to handle guest complaints

Provide a hospitable welcome and farewell to guests

Practice understanding, friendly, hospitable, customer focused and empathetic

customer service

This Module is Particularly Helpful for:

v’ All learners
¢ New staff to the tourism industry
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2.1 Hospitality

2.1.1 What is Hospitality?

Hospitality is receiving and taking care of guests in a friendly and generous way. It's

about making your guests feel comfortable and happy.

2.1.2 How to be Hospitable

Being hospitable involves anticipating your guests’ needs and exceeding their
expectations. It involves offering services in an attentive, courteous and welcoming
manner and offering them help when they require it. It also means resolving any
complaints quickly and in full. Remember, your accommodation is your guest’s home

away from home.

It is important to emphasise that hosts must allow guests their personal
space and privacy; especially in a small guesthouse or Bed and Breakfast

(B&B) type accommodation.

2.1.3 Why is Hospitality Important?

Positive interactions with local communities can create unforgettable travel experiences.
As guests interact with staff at the accommodation daily, being hospitable is very
important. This will also give you an excellent opportunity to share your culture and
traditions with guests and leave them with a good understanding of your community.
Satisfied and happy guests create a good working environment for staff and it also
encourages guests to recommend your establishment to their friends, family and to
people online (e.g. Facebook, TripAdvisor) which can lead to more business. Being
hospitable also gives you the opportunity to further sell your products and services

and improve your business based on feedback received from guests.

26 1 Module 2 Hospitality & Customer Service
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Activity 2.1 - Think About Hospitality and Service Attitude

Divide participants into groups and ask them to discuss and list the following:

® Topic [:What can staff do to express hospitality?
Examples - Greeting guests with a warm “Mingalarba,” smiling, offering to fill their
water bottles or showing guests what activities they can do in town.

® Topic 2: How can staff be inhospitable?
Examples - By giving no welcome, showing a lack of attention, being impolite,
having a dirty appearance or dirty rooms.

® Topic 3: Good hosts need to have a positive attitude.VWhat do you think shows a
positive attitude?
Examples - Being alert and friendly, showing attention to detail, respecting privacy,
being service-oriented.

# Topic 4: Bad hosts tend to have a negative attitude. VWhat do you think shows a
negative attitude?
Examples - Not addressing guests’ complaints, being unhelpful, ignoring guests.

Ask each group to write their responses and present their work to the other groups.

28 [ Module 2 Hospitality & Customer Service
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2.1.4 How to be hospitable when Welcoming Guests

Steps to Welcome Guests

Step 1. It is important to give a warm and
friendly “Mingalarba” welcome to your
guests, as first impressions are often the
most important. Greeting guests will help
them feel at home straight away and can
set the tone for the rest of their stay.
Provide a warm and genuine welcome by:
® Welcoming the guest at the door or in
the lobby

® Smiling and keeping good eye contact
®  Greeting the guest in English (if the guest

is a foreigner)

®  Exhibiting good personal presentation
(use cultural greetings and clothes
where appropriate)

® Being confident

Step 2. Process guest travel documents

® Introduce yourself and the staff using
English (if the guest is a foreigner)

® Show your hospitality to your guest:ask

about their trip, their health, nationality,
their country etc. and create a friendly

relationship

30 O Module 2 Hospitality & Customer Service
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m  Fill your registration book with guest information from travel documents (passport
or NRC)

® Key information to include is the guest’s name, date of birth, nationality, passport
number, passport expiry date and visa details

® Show your guests ‘Do’s and Don’ts’ and share important information to avoid cultural
misunderstandings

®  [nform your guests of the breakfast location and time (if included), restaurant location,
Wi-Fi password (if available) and explain any extra services that you provide (e.g.
tour and transport bookings)

Step 3. Assist with luggage

®  Assist your guests with their luggage

m Take your guests’ luggage to their rooms

Step 4. Show your guests to their rooms

® Walk your guests to their room

® Show your guests the facilities of the room and how to call reception or staff for
further assistance

Activities 2.2 - Hospitality Discussion,VWelcoming Guests & ldentifying Key Information

Activity 1 - Hospitality Discussion

® Ask learners to discuss what they usually do when a visitor arrives at their home.
Also, how do they make their guests feel welcome?

Activity 2 - Role Play:Welcoming Guests

® One learner is to act as a tourist and another learner as a member of staff.
Participants will role-play receiving guests following the ‘Steps to VWelcoming Guests’
in the previous section.

Ask learners:

® Did you enjoy the role-play?

® What did you understand from it?

® What did the role players do well?

® What could have been improved or done differently?

Activity 3 - Individual Exercise: Identifying key information

® Display sample passport front pages from different countries (a Google search
can help with examples) and a Myanmar tourist visa.

®  Ask participants to individually note the following details:
I. Passport: first name, last name, date of birth, passport number, passport expiry

date, passport country

2. Visa: Type of visa and visa number.

Review the groups’ answers.
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2.2 What to do when Guests Complain

Guest complain for several reasons such as:
® Cultural differences

®m Customer expectations are different from
reality (e.g. the facilities are more basic than
expected)

® Mistakes due to lack of attention to detail
and planning (e.g. the guest’s room is not
clean)

® Guests’ mistakes (e.g. misplaced luggage
item), or situations out of your control (e.g.
electricity outages and bad weather).

Regardless of the situation and whose fault it is, handle guest complaints with the
following steps:

Step How

1. Listen Listen attentively and display the right body language (e.g. keep eye
contact), focus on listening to the guest without interrupting and
try to understand the problem. Even if you can’t solve the problem,
you still need to listen to them. Sometimes they just want someone

to hear their complaint.

2 Show empathy Show the right body language and words for example:"Mr/Mrs.
ceuneneenny | UNderstand how you feel.”

3. Apologise “I am really sorry that this has happened Mr/Mrs......ccconnnnns It S

important to not blame anyone else and to take responsibility!
4. Explain what you  Find a solution and tell the guest how you will resolve the

will do complaint. Compensate (up to a certain point) if it is justified or if
you cannot fix the problem. For example, offer a discount or a
complimentary drink.
5. Resolve the problem Get involved in quickly correcting the situation and monitoring
progress.
6 Follow up Ask the guests whether they are satisfied with the solution and if
they are now happy. If not, go back to Step 1 and repeat.

34 [Module 2 Hospitality & Customer Service
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Some complaints will be your responsibility and others will be out of your control. At the
end of your guests’ stay, it is ideal that they are happy and that they will recommend your
accommodation to other guests. It is better to make an extra effort (within reason) to
resolve an issue even if it is not your mistake or responsibility.

Activity 2.3 - Role Play Customer Complaints

|. Ask all learners for examples of guest problems and complaints and write all of the
suggestions down.

2. Divide learners into groups, where one person is to act as a staff member and another
as the guest. The staff member has to try and handle the issue smartly and all learners
to observe and identify what went well and what went wrong.

3. Ask each group to select a complaint scenario from the list below (or make up their
own) and act it out:
~ An international guest goes to the toilet, which is very smelly and dirty. There is

no toilet paper available.

~ A guest has booked a room, but decides to go to a different guesthouse for dinner.
When the guest returns, the staff were angry and rude because the guest did not
eat at the guesthouse.

— A guest arrives at the accommodation very tired after a long day of sightseeing.
When they go to bed, they find that the bed-sheets are dirty and have not been
replaced, and have hair on them.

~ A guest arrives in the evening and has a big salad for dinner. The vegetables have
been washed with tap water and as a result, the guest suffers bad stomach problems
during the night.

~ The person who serves the food has dirty clothes and hands, and smells strongly
of sweat.The food server does not talk to the guest; instead, he speaks loudly on
a mobile phone the whole time. He ignores the guest when they want to order
something to drink.

- It is time for the guest to pay the bill. The receptionist hands the guest the bill, but
the guest does not understand why the amount is so high: everything is more expensive
than in the previous accommodation in the city. The receptionist has to explain that
this place is more remote and that everything has to be transported in.

After the role play activity each group should take turns to discuss:
~  Which complaints were handled negatively and resulted in an unhappy guest?
~  Which complaints were handled positively, resulting in a happy guest?

36 Module 2 Hospitality & Customer Service
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2.3 How to be hospitable when Farewelling Guests

2.3.1 Why is farewelling your guest important

The farewell is the last contact the guest has with
you, and last impressions are important. It is your
final chance to correct any problems that may have
occurred during their stay and is your last
opportunity to encourage guests to return and

recommend your business to their friends.

2.3.2 Steps you can take when farewelling guests:

I. Check your guest account logbook and calculate the guest’s bill. This should be
prepared on the morning of guest departure before they check out. See Module 7

for more information on guest account keeping.

Clarify any questions the guest has about the cost of the bill.
Finalise any payments.

Thank the guests for their stay.

Give them your business card.

bl T I

Ask guests to leave a review on TripAdvisor or your Facebook page (for more

information on these resources go to Module 8).

7. Help the guest with their luggage.

Activity 2.4 -Role Play: Farewelling the Guest

1. Divide the learners into groups

2. Ask each group to role play the six steps in farewelling a guest (using two people,
with one acﬁng- as the gue.st and another as the staff member)

3. Ask the rest of the group to give feedback on what the role players did well and
what they could have improved or changed.

‘
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At the completion of this module learners will be able to:

List common safety and security issues

Identify steps in emergency procedures

Develop a caring attitude and learn attention to detail and alertness
Manage emergency situations

Ensure safety and security in their accommodation facility

+" All learners
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3.1 Safety

3.1.1 What is Safety?

Safety is the state of being safe. It implies control over recognised hazards and it
includes the protection of people and their possessions. In the hospitality context,

safety refers to ensuring the wellbeing of yourselves, your guests and your staff.

3.1.2 How Can You Ensure Safety at Your Accommodation?

Safety can be hindered by different hazards which can be categorised as external or
internal events. External events are difficult to prevent such as natural disasters or
injuries, whereas internal events are easier to prevent. Let’s look at the different possible

hazards and how can these be prevented or reduced.

3.1.3 Hazards related to Accommodation

Step 1 Identify elements that could potentially harm guests such as
low doorways, loose steps, unprotected stairs or apparent

nails etc.

Step 2 Repair all the potentially harmful elements. For example:
Outside stairs and terraces should have a barrier or rail
to prevent people from falling.

Fix any loose steps in the stairways.

Mark any low doorways with a “WATCH YOUR HEAD”
sign or cover them with protective foam. Also, warn your
guests when entering.

Electric wires and cables should not be exposed, as they
can be very dangerous.

Do not have dark areas: install lights in public areas such

as pathways especially if there is an outside toilet.
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3.1.4 First Aid Kit

Some useful guidelines will be given in case of simple injuries that can be handled by staff.
If the injury is serious, you must get medical help as soon as possible. In any case, a First

Aid Kit must always be available. Ensure these items are included in the First Aid Kit:-

+ An assortment of bandages + Painkillers (aspirin)
+ Mosquito lotion (Calamine) + Tweezers

+ Scissors + Cotton wool packs
+ Safety pins + Antiseptic cream
+ Rolled elastic bandages + Sterile pads

+ Clinical thermometer

3.1.5 Protect against dangerous local animals and insects

Step 1 Identify which species of animals and insects in your area can
be dangerous (snakes, spiders, scorpions, rats).
Step 2 Inform your guests of potential dangers, e.g. if there are

monkeys in your area, tell your guests to be attentive and not
let their children wander around unsupervised.

Secure the area by keeping doors and windows closed when
not inside,

Check always the room before showing it to your guests.
Use pesticides when necessary.

Snake Bite If the bite is on the leg or arm:

Try to restrict the blood circulation by using a sling.
Remove jewellery.

Get the victim to the doctor as soon as possible.

Dog bite Clean the wound with antiseptic and cover it with a clean
dressing.
Take the victim to the doctor for a better inspection.

Insect bite Move away from the stinging or biting insect. Bees will
alert other bees, making them more likely to sting.
Remove the sting by scraping it away from the skin.
Apply an ice pack to a bite or sting for 15-20 minutes to
relieve pain,

Apply antihistamine ointment to the sting or bite site.
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3.1.6 Fire prevention

Every workplace must provide appropriate fire-fighting equipment such as: fire

extinguishers, fire blankets, fire hoses and reels, and sand buckets.

Kitchen: Many fires start in this area e.g. someone being distracted while cooking.

Room:

Always wear appropriate clothes and avoid loose-fitting shirts that can easily
be exposed to kitchen fire.

Long hair should be tied back.

Always use a fan or have an open window in the kitchen to ensure oxygen is
circulating properly

Avoid leaving candles close to inflammables items such as papers, towels,
carpets or curtains.

Tell guest to extinguish all candles when they are not in the room.

Do not allow people to smoke inside rooms.

Do not leave coal terracotta pots to warm up rooms as it can be a cause of
fire but is also extremely dangerous for the guest’s health due to smoke and

loss of oxygen.

3.1.7 Procedures in the event of fire

What to do Remain calm and tell guests and staff to move away from

the fire.
If you have not been able to extinguish the fire within

| -2 minutes, then raise the alarm and evacuate the building.

How to do it Fires require three elements: heat, fuel and an oxidizing

agent (usually oxygen). If we remove just one of these
elements fire can be prevented or extinguished:

Water can be used to reduce the heat, but never use it on
burning liquids such as petrol or oil (it is better to use
sand). Using an extinguisher is another option.
Starvation is another remedy by simply removing any
flammable material away from fire (if fire is coming from a
gas cylinder; then turn off the valve).

Smothering oxygen can be done by covering the fire with

sand or fire blankets.
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3.1.8 Burn

Remove jewellery.
Cool with ice or cold water.
Do not break blisters.

Bandage loosely.

3.1.9 External bleeding

Use the R.E.D. three techniques to better handle external bleeding:

REST:The less movement the wound undergoes, the easier the healing process
will be.

ELEVATION:Assist the victim in elevating the wound above the heart level. Use
surrounding items to support you in this position.

DIRECT PRESSURE: Put pressure on the wound in order to stop the flow of
the blood.

3.1.10 Gas explosion prevention

Leaking LPG cylinders represent one of the main reasons for gas explosions.

It is safer to store cylinders outside.

Check and replace cylinders and pipes regularly.

If you smell gas in the air then you are at risk. Do not use a cigarette lighter to
try to locate the leakage.

Rooms should always be ventilated when gas heaters and stoves are in use,

3.1.1 | Natural disasters

Natural disasters can include earthquakes, flooding, cyclones etc.

When choosing where to build, accommodation owners should always be aware
of potential risks. For example, areas too close to a river are particularly
vulnerable to flooding.

Guests should be warned if there might be issues (e.g. potential of landslides
during monsoon season).
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Activity 3.1 - Discussion: Contact Details
Ask learners if there was a safety issue, do
they know how to contact a doctor or local
hospital. If not assist learners in getting this
information, including phone number,

names and hospital / clinic opening hours.

Activity 3.2 - Role Play: Common Injuries.

1. You will need a first aid kit to be able to practice the following scenarios.

2. Divide learners into groups. Each group is to prepare a short role-play in dealing
with a common injury where one person is to act as the injured person and the
others are to assist in treating the injury.

3. Each group should practice one or more of the following scenarios:

(a) Snake bite

(b) Insect Bite

(c) Dog Bite

(d) Burn

(e) External bleeding

Take notes and discuss at the end of the activity. Do learners need more training in

First Aid? See the Further Information section at the end of this Module for First Aid

courses.

Activity 3.3 - Safety Sign Making
1. Make simple signage on the following.
Beware of the dog
Do not collect or touch live insects
Please don’t step on the grass / Please keep to the path
Mind your step / Mind your head
Do not touch electric sockets and wiring
Be careful. The floor is slippery when wet
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3.2 Security

3.2.1 What is Security?

Security is different from safety as
while safety refers to protection
against accidental events, security
refers to protection against inten-
tional damage. Hence, security
includes external threats and
danger resulting from crime and

violence including robbery and

mugging.

3.2.2 How Can You Ensure Guests’ Security?

Guests expect to feel safe when staying at your accommodation.Therefore, it is necessary
to follow certain procedures in order to guarantee security and deal with guests’
property, keys and access. Look at the guidelines below to see how you can improve

security at your accommodation.

Provide a secure place to lock up important personal belongings such as passports,

money, computers etc.

All doors and windows should close properly and should be lockable from the

inside.

Do not tolerate the presence of strangers if they are not your registered guests.

If some of your friends come to visit you, kindly introduce them to your guests.

Always inform your guests of the security situation, especially if they are travelling

alone or without a guide.

Help guests if they find themselves in trouble and it does not pose any safety

threat to yourself.

52 [ Module 3 Safety & Security



R-Jr Gf8ree

Ofgespoopd conoagepd megts
cqps&[gasgoroopdi eomsgagepeSmiigés
cepoopd veordosolgdgdepie caudfge:
8 ceSaghonioos ciigooS S
9o9(gEgleodesn goddige ommddeu
Bk pSiaberey clopbolissros
wwad[glisC engo3ad(géisadleané
speociesé salgdecudie ellodynian
con [gEofBbiefgrodgymisé sa88p0da),

Slo&aoodi _ '-l ~—
E ‘-ﬂ—_-!'-i,—.r-___ — - ! -

s i cfisebassont oeS BB
8pDoopdypeadpd oCelegepdtatiopt oopdescdteonnmasl consagepudmEgiigegdos:
comorogin B Gsewionsctbalnh oo Sopips sropepu mob
NQPHAD Ded&e0igd 90§60 00sESePID BH§2g5cPR000I 20E 52650005908
¢ opffespodantepdioionaicodeloyt: B8es commrCleoting$aodepad [ogpddl
' 00508 egeloy pSyogPeR) segEiicon iudegaiudom BEBEoppdigpial
capa0>B8is0plqs Ofjeomesspordacoidli
| ohskelofigpisC [gontiedlodepial ©§m§gBoieepdmalgt sacpéimnadecopit eapa05
qopdi
' 08 eddmEmeanepypdet euodayll Adtiepges[gEid wbieddlséi wia
pcudg|Eesnd), 0¢adarcopdanayiti Eio3en: el epdopbypiscurdeoyegn 8cdanad
cuzdli
wéAepdoopbemar cdfjespmesgmesemadanadenidli sacotoofyé GEc30pd 0l
opdt (Fewndd) cobfedladadrayiaytl deeegmecsepiadsaadeoidl
' epyoopdepiongd 3ms¢(ojecgesqllor WERBBERMS eomemgepudmiiglies;

[%Easegoﬂgﬁm'ﬁ@mo%qb 9@0?@(905%5{\%5 saqgsaéeos(ﬂu

2EafionciBlp) conmgpdmbigliessl cijess O 63



3.2.3 How to Deal With Security Issues?

Security Issue
Stolen Passport

Stolen Valuable Items
and Robbery
Personal Attack

What to do

Report the incident and get a report from the local police.
Advise your guest to contact their nearest consulate or
embassy to organise a replacement passport.

Report the incident and get a report from the local police
so that the guest can make an insurance claim.

If the tourist is injured, deal with the injuries first (follow the
safety guidelines of this module) and then report the incident
to the local police office.

Activity 3.4 - Security Issues:What to Do

1. Make your own cards to represent security issues (stolen passport, robbery, personal
attack and any others you can think of).

2. Divide learners into groups. Each group is given a card and can come up with a solution
and way to handle the incident and to reduce the chance of the security issue occurring.

3. Groups can share their conclusions with each other.

Activity 3.5 - Discussion: Contact Details

1. Ask learners if there was a security issue do they know how to contact the local police
or authorities. If not, assist learners in getting this information including phone number,
authorities name and office hours.

3.3 Further Reading

Where can | get First-Aid Training Courses in Myanmar?

The Myanmar Red Cross Society is one of the few organizations in Myanmar that offer a

certified First Aid training course to the general public. For further information, please visit

their website at the following link: http://myanmarredcrosssociety.org/first-aid-safety-services/

Where can | get First-Aid Kits?
The Myanmar Red Cross Society sells certified badges, brigade uniforms, t-shirts, bags and

First-Aid kits. For further information on the location of their shops please visit their website

at the following link: http://myanmarredcrosssociety.org/mrcs-products/

Where can | get fire extinguishers in Myanmar?

Rain Flower Fire Extinguisher Distribution & Services provides reliable service for all kinds of

customer’s safety from fire. For further details on the location of their shops, please visit their

website at the following link: http://www.myanmarthiha.com/rainflower.html
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Module 4
Sustainable
Operations

Learning Outcomes

At the completion of this module learners will be able to:

® Understand and identify the importance of taking care of the environment
® Identify possible impacts caused by poor environment maintenance

® Recognize different types of waste and dispose of them correctly
L]

State and practice low cost water and energy saving techniques

This Module is Particularly Helpful for:

v’ All learners
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4.| The Environment

4. |.1 What is the ‘Environment’?

The ‘environment’ is everything that surrounds us. There are two main types of

environments:

® The built environment created by humans. It includes roads, houses, cities and cars.

® The natural environment has trees, forests, lakes, rivers, mountains and animals.
Humans can modify but not create the natural environment. For example cutting

or planting trees, building houses, making fires or mining.

4.1.2 Why is the Environment Important?

The natural environment provides food, water, air and energy, which are essential
elements needed to live. Furthermore, most tourists love seeing nature and for this
reason it is important that you look after the environment. In this way the surrounding
area will be more attractive and tourists will be more satisfied.

Taking care of the environment is important for tourists and for you!

4.1.3 What Happens if we Don’t Care About the Environment?

If we do not care about the environment, we will damage our health through the food
we eat. The result can be crops planted in polluted soil, animals eating contaminated
feed and fish caught from polluted waters. If we cut down too many trees, it will lead to
floods and landslides. These actions also contribute to climate change, such as rising
temperatures, heavy rains, floods and droughts. A dirty and unmaintained environment

will result in less tourists coming to your destination.
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Activity 4.1 - The Environment

1. Look at the two cartoons showing the natural environment in different states.
2. Ask learners:
®  Which place do you prefer?

®  Which of the two would tourists prefer?
® Which cartoon best illustrates your destination?
® Do tourists litter (throw rubbish on the ground)? Do locals litter?

3. Group Activity |
Divide learners into groups. Each group is to discuss and list actions and attitudes
that need to be changed immediately to preserve and improve the environment in
their destination.

4. Group Activity I
Each group is to discuss activities that could involve the local community in the
protection of the environment. E.g. volunteering programs to clean public areas

every once a week or display posters with environment related cartoons at schools.
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4.2 Waste
4.2.1 What is Waste?

Waste is useless or unwanted substances that must be
disposed of. Waste can be cooking scraps or leftovers,
packaging (bottles, cans, boxes, packets), plastic bags or
broken items. It is important to distinguish between:

# Biodegradable waste:anything that used to be alive such

as plant waste from fruit and vegetables, animal waste
such as bones, meat trimmings, eggshells etc. Biodegrad-
able waste can be used as a possible animal feed or as
a fertiliser for soil if decomposed.

® Non-biodegradable waste: anything that cannot be
broken down by other living organisms and includes
glass, plastic, paper and cans. Some non-biodegradable
waste can be reused such as glass jars, plastic containers
and bottles.

4.2.2 Special Waste: Plastic

Plastic waste is one of the major causes of pollution. It
degrades extremely slowly and remains in the environment
for hundreds or thousands of years. If burnt, the smoke
enters the air, soil and water causing pollution and affecting
your health and that of the people living with you.Therefore,
plastic should not be burnt! However, in rural environments,
this can be difficult and burning may be the only solution.
In this case, follow these guidelines on how to do it in a
proper way.

AT SR
How to Burn Plastic: B

\

®  Away from habitants, fields and water sources

=% ® Choose a place designed only for that purpose __

® |t should not be done on a rainy day or when the waste is wet *=

B Keep watch (especially during dry season) since the fire :
can easily spread! -

— = 1% - —_
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4.3 How to Look After the Environment

Dos: What to do Don'ts: What to avoid

&5 Provide garbage bins and collect % Avoid polluting water, soil and air
garbage on a regular basis to prevent
infestation

Store waste away from food

<% Avoid using chemical fertilisers and
harmful pesticides

% Avoid littering trails, villages and their

preparation and living areas .
surroundings

Garbage binshould have lics <% Avoid burning plastic (do it only if it

Separate biodegradable from non- is the only solution)

biodegradable waste % Avoid buying items with excessing

Compost and decompose packaging
biodegradable waste and spread it in

& & & ¢

your garden as a fertiliser

Use leftovers to feed animals

& &

Reuse plastic bags as a waste
container or when going to the
market

&5 Wash and reuse plastic and glass
bottles (e.g. refill them with drinkable
water)

¢y Clean and wash bins and storage
areas regularly and properly

e Encourage your guests to bring their
waste back with them if going hiking

2 Create awareness among villagers and
guests

% Plant trees in your garden or in your
community
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Activities 4.2 - Biodegradable vs. Non — Biodegradable

Activity 1 — How long does it take to decompose!?
1. Show learners pictures of different biodegradable and non-biodegradable items

and ask them to guess, on average, how long it takes the items to degrade. Some
examples can be:

Non-biodegradable items Biodegradable items
Chewing-gum 5 years - Banana peel  3-4 weeks
Glass Bottle | million years - Apple skin  1-2 months
Plastic bottle 100 — 1000 years * Orange Peel 6 months
Disposable Nappies 450 years + Tree leaves | year

Tin Can 50 years
Cigarettes  1-5 years
Paper Towel 2 — 4 weeks

Activity 2 — ldentify biodegradable and non-biodegradable

1. Ask learners to write on small pieces of paper the types of garbage (plastic bottles,
fruit skin etc.) that their accommodation generates. Read them out and add any
item that was not mentioned.

2. Distribute the pieces of paper among the participants and label two containers
with the terms biodegradable and non-biodegradable.

3. Ask each learner to read out the item written on the piece of paper and place it
in the right bin.

4. Discuss and correct learners’ actions

66 1 Module 4 Sustainable Operations
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4.4 Saving Water and Electricity

In order to live responsibly and protect the environment, saving water and electricity
is essential. Water is a precious resource and by conserving it can help meet future
needs. In addition, the less electricity we use the less pollution we cause. Saving these

resources also saves you money!

Simple and Low-Cost Ways to Save

Teach and involve all guests and family members
to save water

Do not wash guest towels every day

Put reminders in strategic areas (e.g. in the
bathroom) such as a sign for guests to “Use
water wisely”

Never leave the water tap running after use
Fix leaking taps and toilet bowls etc. as soon as
possible after the problem is found

Use low-flush toilets

When buying appliances, choose options that are
energy-saving and water-saving

Collect rain water for daily use, including for
watering plants

Electricity

Teach and involve all guests and family members

to save electricity

Do not wash guest towels every day

Switch off lights, TVs, radios and other electrical
devices when they are not in use. Remind guests
to do the same by putting signs in strategic areas.
“Turn off lights when you leave the room” or
“Don't leave the air-conditioner on when you
are not in the room”

Make use of daylight hours by not using lighting
Use energy-efficient bulbs: compact fluorescent
light bulbs are more efficient

Use one large light bulb instead of many small
ones

Plant trees in the garden to help shade the house
and keep it cooler

Use solar energy or small hydro power
technology if you can
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Activity 4.3 - How to Increase Public Awareness Among Locals and Tourists

1. Divide learners in groups.

2. Ask each group to discuss and design attractive or fun signs encouraging guests to
protect the environment and save water and electricity. For example, “Turn off
lights when you leave the room”

3. Discuss the findings in class and make a list that you can use for your guests.

4.5 Further Reading

If you want to learn more about Waste and the Environment check:

The Handbook on Sustainability and Hospitality

. The Handbook on Sustainability and Hospitality was published
ciaySectar n Myanmar in 2015 by GIZ, the Myanmar Tourism Federation and the
Ministry of Hotels and Tourism. It provides stakeholders from
— the hospitality industry a comprehensive introduction to the
5 areas of sustainable tourism management covering key issues
& such as water, waste, energy, purchasing and people.

Access the handbook free here:
http://krp.unud.ac.id/wp-content/uploads/20 | 5/02/Manual_Sustainable-Management-in-
the-Hospitalty-Sector-in-Myanmar_Jan2015_MoHT_MTF_GIZ.pdf

Plastic Campaign in Bagan

The plastic campaign in Bagan is a successful initiative run by the Nyaung-
U District in collaboration with Nagata. The aim of the campaign is to
raise awareness among the community in regards to waste management.
Read more about the Campaign here:
https://www.facebook.com/BaganPlastic-Campaign-87343940608 | 846/
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Module 5 Housekeeping, Hygiene and Food Service
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Learning Outcomes

At the completion of this module learners will be able to:
Explain and correctly apply the sequence of cleaning procedures in sleeping areas,
general areas, bathrooms and toilets
Understand hygiene levels and standards, cleaning procedures and tourist
expectations in terms of hygiene
Know how to make the accommodation facility appealing to visitors by providing
clean lodgings that reflect local culture
Describe and explain what is meant by personal hygiene and food hygiene
Identify the importance of good food preparation and service
Explain and apply a breakfast service sequence

This Module is Particularly Helpful for:

Kitchen Staff
Service Staff
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5.1 Housekeeping
Housekeeping is the activity of maintaining a clean, comfortable and safe accommodation
facility by cleaning and maintaining outdoor and common areas, guestrooms, bathrooms
and toilets.This is vital in creating a welcoming environment. By presenting good service
for your guest, their satisfaction will increase as will your income and your reputation
among tourists.
Housekeeping is important because it maintains hygiene, sanitation and safety. Guests
demand clean rooms, linen, toilets, bathrooms and surroundings. A clean, hygienic and
well-maintained environment is a basic expectation of any tourist.
The main areas included in the cleaning service are:

Bedrooms

Bathrooms

Toilets

Kitchen

Dining Area

Gardens and Grounds

-

Please Note: Guests have basic expectations of hygiene and cleanliness.Within
the accommodation facility these expectations can be about the cleanliness
of the building and garden as well as the cleanliness of the service staff. Good
hygiene also discourages pests, reduces accidents and the spread of diseases.

Activity 5.1 - Guests at Home

1. Think of your own experiences of preparing your home for visitors. Discuss the
importance of cleanliness, hygiene and safety in regards to guests you invite into
your home.
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5.1.1 Cleaning Bedrooms

The key steps to cleaning guests’ rooms are listed below. To assist the housekeeper it
can be a good idea to print this checklist so that they can cross off each item as it is
completed.

_ = Daily Service — Procedure for Cleaning a Bedroom

~ [_JKnock on the door (3 times) and announce yourself. Call out “housekeeping”

= . (to ensure that you are not disturbing the guest if he or she is inside the

_ room)

=[] Once in the room, leave the door open while cleaning (otherwise the guest
' may suspect you are hiding or have done something wrong)

- [_] Open the curtains and windows to allow fresh air into the room
~ [ Collect any rubbish and put it outside the room
= [_] Sweep and wipe the floor, including corners and under the furniture etc...
- [ Collect soiled linen, pillow covers and towels.
= [_] Make up the bed with clean linen (if required). Change the bed linen when:
= (] It is wet, blood stained or dirty in any way
3 [_] Guests have checked out or requested a change
- [ You are preparing for new guests
[_] Guest has stayed for over 5 days

Note: linen must be changed after every guest but if the same guest is
staying and the linen is not dirty it may not need to be changed.

- [_J Put away everything neatly and check if any maintenance is required. For
2 example, check to see that no furniture is broken, the lights are working, the
~ windows and mirrors are not damaged.

~ [_] If you have moved any items while cleaning, put any personal items back in the
= original place
- [ Provide clean drinking water and cups or glasses (if this is a service you provide)

- [_1 Before leaving the rooms, close the windows and curtains properly and lock
the door

= [_] Dispose of the rubbish properly making sure to handle it carefully in case
 there is anything that is sharp

[ f the guest is leaving, make sure that none of the accommodation facility
belongings are missing such as towels, glasses or decorations
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5.1.2 Cleaning a Bathroom

The key steps to cleaning the bathroom are listed below. To assist the house keeper it

can be a good idea to print this checklist so that they can cross off each item as it is

completed.

AYAS ARANAVYANAN AN ANAY

~ [J Open the window
[ Flush the toilet
- [) Check if you need to restock new toilet paper

- [] Remove any dirty towels

Change the towel when:
[_1 It is blood stained or dirty in any way
[_] Guests have checked out or requested a change
[_] You are preparing for new guests

[_] The guest has stayed for over 5 days

L] Empty the bin

RN LW AN A L |

5 [_] Clean in the following order (up to down), the ceiling (with a dry cloth or

broom) the wall, the shower, the hand basin, mirrors (with a wet cloth) and

the floor with a mop or cloth

[ Ensure that no dirt marks or smears of soap remain

2, (W] Replace soap and shampoo (if this is a service you provide).

- [ Dry the floor with a dry cloth

- [ Close the door and windows

d Module 5 Housekeeping, Hygiene and Food Service
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5.1.3 Cleaning the Toilet
The key steps to cleaning the toilet are listed below. To assist the housekeeper it can
be a good idea to print this checklist so that they can cross off each item as it is

completed.
Sl \
~ Depending on the type of toilet you can clean as needed but always ensure the |

| following:

- [1Make sure the toilet does not smell

. [_] There should not be any dirty matter on the toilet area. Use a toilet brush
| for cleaning

;.:; [_] There should be a brush or stick for guests to use to clean up after themselves
[0 Check that water is available to flush the toilet

: [_] Check to see if there is toilet paper. Restock if necessary

T W A A W A A AW LN R LW AL AW AN ALY

- [ Provide a bin and empty it regularly
> [_] Check the toilet regularly while guests are in residence, especially if it is a
shared toilet
[_] Check that there is soap available by the sink

A\ Y VYRY AN

=g
.

Many international tourists will be accustomed to flushing toilet paper in the toilet. If
your toilet system will get blocked by this behavior you must let guests know.You can
put up a sign on the toilets door to remind them and place a bin close to the toilet

(which must be cleaned regularly). On the sign you can print in English:

Do not put toilet paper in the toilet,

please use the bt prﬂvi,deol.
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5.1.4 Cleaning the Kitchen

It is important to clean the kitchen and dining areas to minimize the risk of food
spoilage and food poisoning. A clean kitchen will discourage pests and rodents.The key
steps to cleaning the kitchen are listed below. To assist the cleaner you can print this
checklist and they can cross off each item as it is completed.

~ [J Clean the dishes after every meal

3 [_1 Wipe the tables clean after every guest

5 [_] Ensure clean food preparation equipment while the meal is being prepared

[_] Wipe dishes before serving

~ [1 Clean all cooking equipment after it has been used

34 Sweep the floor of the kitchen and dining area after every mealtime and

when it is dirty

N [_] Walls and ceilings should be cleaned regularly

: [_] Use pest control methods in the kitchen, dining room and storeroom

[ Regularly remove the cooking equipment from the kitchen and wash it and
dry in the sun

* [_]Regularly open all windows and doors to ventilate the kitchen

~ [ Empty and wash bins

| [_] Clean and wipe the work surfaces, furniture, racks and shelves until dry with

. a clean cloth, making sure no bits of food remain on the surface

_ - [ Wash or wipe the stove top

=[] Clean the cleaning equipment, dry it and store it appropriately away from the

. guest areas

" [JUse separate cloths and dusters for the floor and the cooking areas

: [_] Always use a clean cloth for the cooking area and dry it properly after use

— - [_]Store all food in a closed place to prevent infestation of pests and rodents

- [_J Avoid reusing used oil
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Activity 5.2 - Cleaning the Kitchen

Look at the picture of the dirty kitchen.

1. Ask learners to identify what is wrong in the picture

2. Ask learners ‘where would you start to clean?’ and ‘what steps are needed, in what
order and why?’

3. Ask learners how they usually keep their kitchen at home clean
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5.1.5 Cleaning the Dining Area

The key steps to cleaning the dining area are listed below.To assist staff it can be a good

idea to print this checklist and they can cross off each item as it is completed.

_ - After every guest:
3 [_] After guests have eaten, clear away all the plates, cups and glasses and use
washing liquid and hot water to clean oily or sticky surfaces
[_] Remove dirty mats, cloths and other table coverings
= [_] Wipe any salt and pepper or condiment containers (e.g. sugar containers
= o chili bowls)
= [_] Sweep under the table
: [_] Lay the tables with clean mats, cloths and condiments

[_] Wipe the menus

= After every mealtime:
= [_] Wipe the tables
[_] Remove any rubbish and dust
: : [_] Move the furniture and sweep underneath tables
= [_] Clean the ceiling, walls, decorations and floor
[_] Lay clean cloths and mats
[_] Position furniture neatly
- [_] Check if you need to provide new tissues
[_] Put fresh flowers on the table if possible
[_] Check for any maintenance problems and report if these need to get

fixed e.g. check the tables are stable
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5.1.6 Maintaining the Garden and Grounds

If you have a garden, the care that you take to keep this area tidy will also make an
impression on your guests. You should present a clean and inviting environment. To
assist the gardener it can be a good idea to print this checklist so that they can cross
off each item when it is completed.

Key requirements include:
- [_1 Keep paths, walkways and drainage systems clean and free from leaves and
stagnant water
~ [_J Keep gardens tidy and free from weeds
- [ Clean rubbish and animal droppings. Use dustbins and follow good waste
= management principles
~ [_] Keep water tanks clean and covered to prevent insects, pests and dead leaves
from contaminating the water
- [1Try to remove mold if it appears
- [ Clear away any spider webs under the roof, windows and around the building
; [_] Clean the steps (as required)
= [_J Sweep any paved areas

~ [_J Arrange any outdoor furniture neatly

Activity 5.3 - Practical Housekeeping Demonstration and Practice

1. For this task you will need to be at an accommodation facility and have all the
necessary cleaning materials (e.g. brooms, disinfectant, cleaning liquid, gloves, mops,
cloths etc.)

2. Review the procedures for cleaning each area (bathroom, bedroom, kitchen and
outdoors)

3. Divide into groups with each group cleaning one area as per the instructions.
Provide guidance together.

4. When each group says they have finished cleaning you can review the room and
ask the following:

Has anything been forgotten?

Did the procedures work?

What went wrong?

Is there anything else that should be included in the cleaning tasks?

a o o
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5.1.7 Low CostTips on Decorating and Making the Surroundings VWelcoming

Simple decoration that reflects the local culture and historical period of your
accommodation facility can be a great way to create a unique cultural experience for
your guests.
Utilize open land to transform it into an inviting garden by planting flowers, trees,
grass or vegetables. Provide an outside sitting area.
Many tourists like local organic fruit and vegetables. If you grow and use produce
from your gardens you should let guests know as they will appreciate this
Use real flowers instead of plastic flowers for decoration
Provide furniture (tables and chairs) using local materials e.g. bamboo, wood. They
will look nicer than plastic furniture
Decorate the bedrooms and communal areas by using pictures of local places, local
scenes and local attractions
Use local handicrafts, traditional items, local musical instruments or artwork by
local artists to decorate the bedrooms and living rooms. They will be cheaper and
appreciated more by tourists than shiny plastic materials
Remove objects not consistent with the period of the house or culture to create a
more traditional atmosphere.
Objects relating to religion or politics can be deemed authentic by some guests but
may also offend those who share a different opinion or religion. If possible, such
items should be restricted to private areas rather than being placed in guestrooms.

Activity 5.4 - Decorate Your Accommodation

1. Review the list of tips for decorating.
a. Are there any tips that can be applied to your accommodation facility?
b. Can you think of other low cost ways to improve the surroundings for guests

but maintain a local feel?

2. Identify what could be improved to make your accommodation facility a more
welcoming and inviting environment

3. Work in teams and look at each room and space. Take notes and share with each
other the things that you think could be improved

90 1 Module 5 Housekeeping, Hygiene and Food Service
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Food hygiene is the actions taken to prevent food from being contaminated. In order
to ensure food hygiene, staff and equipment must be kept clean and food must be
stored and handled safely.

Personal hygiene is extremely important in ensuring food hygiene and involves the

actions of properly caring for yourself by keeping clean, tidy and healthy.

521 Why i it imporant?

There are several reasons to explain why food hygiene is important.The most important

are listed below:

“ Food hygiene is most important for your health! It can prevent many illnesses such
as food poisoning, diarrhea, hepatitis A, typhoid and cholera

© Tourists generally live in clean surroundings and are generally more sensitive to
food poisoning. In addition, they expect to see staff in clean and tidy conditions

= Tourists will not stay at your accommodation if they see staff not following personal
hygiene.They may also give negative feedback resulting in fewer tourists and therefore

less income.

r
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5.2.2 The Proper Way to Wash Your Hands
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5.2.3 What are some 'Dos' in keeping good personal and food hygiene?
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Always wear clean clothes
Always keep hair tied up
Keep short nails

Cover wounds

Always wash your hands before and
after handling food, after using the
toilet, after touching something dirty

and after smoking

Use clean dishes and utensils
Disinfect equipment

Always keep the kitchen clean
Use fresh ingredients

Store food properly: cover food when
not being used and store it in fresh

places
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5.2.4 What are some 'Don’ts' in keeping good personal and food hygiene?

Activity 5.5 - Food Hygiene

1. Discuss with learners what the causes of food poisoning are.
a. What are the sources of contamination when we cook and serve food!?
b. How can food poisoning be prevented?
c. What are the steps to do when your guests get food poisoning?
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5 Cough or sneeze over food
<5 Allow animals in the kitchen
& Touch food with dirty hands

§ Mix raw and cooked food. Use
separate utensils and areas when
dealing with these types of food at

the same time

f\‘?? Use food that has passed its expiry

date or has an unpleasant smell
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5.3 Breakfast
'5.3.1 Breakfast Preparation

Providing breakfast for your guest is a cost effective way to add value to your services.

Many tourists would prefer to pay a slightly higher room rate if it includes breakfast. If
you have a garden and space you can even provide breakfast in the garden setting when
the weather is suitable.

'5.3.2 What time should you serve breakfast?

It is important to set up a timeframe for breakfast which makes your guests feel

comfortable. When some tourists are on holiday they prefer to wake up later than
normal, while other tourists wake up early to get ready for the day’s activities.
For this reason breakfast should be served from 6 am or 7 am up until 9 am or 10 am

5.3.3 Local and international breakfast

You may choose to offer both local and international food for breakfast.Visitors want
to have a cultural experience and local food is part of this. However, remember that
while visitors coming from Asian countries have similar tastes, those coming from
western countries have different tastes and may not like local food. Therefore, it is also
important to offer simple international food as an option.

98 0 Module 5 Housekeeping, Hygiene and Food Service
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When preparing local breakfast:
Prepare the same types of food that you would eat for breakfast
Food should not be too spicy (ask your guests whether or not they want their food
to be spicy)
Do not use too much oil (guests often complain that food is too oily, which foreigners
consider unhealthy)
Ask guests if they have any allergies or special requirements (for example vegetarian)

Ask for feedback after eating. Be open to suggestions and learn from each experience

An international breakfast should include:
Egg dishes (for example: fried eggs, omelets, scrambled eggs or French toast)
Fruit (fresh seasonal fruit chopped up)
Cereals if they are available (for example: porridge, muesli or cornflakes with milk
or yoghurt)
Drinks such as fresh fruit juice, coffee or tea (usually served with milk and sugar on
the side). If your community produces tea or coffee this is perfect to offer guests
and let them know that it is from your area.
Bread items such as toasted bread or pastries (for example: croissants) with butter
and jam. If your community makes jams or produces honey this is perfect to offer
guests and let them know it is locally made.You may even be able to sell jars of jam

to your guests.

Activity 5.6 - Breakfast Preparation

1. Review the images of local and international breakfast.
2. Can you identify all the items on the international breakfast table?
3. What would you provide for an international breakfast?

4. How would your presentation of breakfast be different to the images?

100 O Module 5 Housekeeping, Hygiene and Food Service
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5.4 Presentation and Service

5.4.1 Why is Good Presentation and Service of Food Important?

The presentation makes the food attractive to look at and increase guests’ appetites.
Good presentation does not mean that the dish has to be over decorated, simplicity is
always the best. Furthermore, serving food in a proper way ensure guests a positive
experience, thus increasing the likelihood to recommend your accommodation to

others.

54.2 How to Serve Food: Simple Steps that will Ensure Delivering a Good Service

The night before:

In small accommodation establishments it is always good to ask the day before what
your guest would like for breakfast based on a menu list you have prepared in advance.
In this way, it will prevent the creation of wastage and will create a closer relationship
with your guest, ensuring a positive experience.Also ask at what time they would like

breakfast and prepare accordingly.

In the morning:
Greet your guests
Ask them first if they would like tea or coffee and serve them accordingly
Try to serve guests in the group at the same time. Guests like eating together and
good manners often dictate that guests do not start eating until everyone has
received their food
Ask if guests need more drinks and top up their glass when appropriate
Do not disturb guests while they are eating, for example by staring at them or
asking questions frequently. Also, do not interrupt your guests if they are in
conversation
Smile and be pleasant while providing breakfast
Table settings should be cleared quickly after your guests have finished their meal. It
is not pleasant for any guest to sit to a table with a used appearance (see page 86

above on Cleaning the Dining Area)
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5.5 Further Reading and Consultation

In order to be always updated on the latest trainings delivered in your area is it

recommended to be a member or contact any of the following:

Myanmar Hotelier Association
http://lwww.myanmarhotelier.org/index.php/en/

Myanmar Restaurant Association
http://myanmar-restaurantassociation.com

Myanmar Hospitality Professionals Association
https://www.facebook.com/Myanmar-Hospitality-Professionals-AssociationMHPA-

128729660540292/

Hotel and Tourism Training Centre
Contact details: infocentre.httc@gmail.com

Quality Skills Development Programme, MYA/0O|
Contact details: info-gsd@Iluxdev.lu
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Module 6 Managing Staff

Learning Outcomes

At the completion of this module learners will be able to:

®m Recognise their roles and responsibilities in the workplace

® Understand the importance of an Employment Contract

® Know what needs to be included in the Employment Contract
®

Understand basic workers’ rights and responsibilities

This Module is Particularly Helpful for:

v/ Managers
v’ Employees
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6.1 Staff

The number of staff you need to hire will vary depending on the size of your
accommodation facility and the skills of the manager(s). A small guesthouse or B&B
might need just a few helpers whereas hotels with multiple rooms usually require a
team of workers. While in medium and large hotels different tasks are covered by
different people, in small accommodation providers such as guesthouses and B&Bs,
each worker is responsible for several tasks and thus may have several positions. For
instance, there may be just one person in charge of all the cleaning, cooking and welcoming
of guests.

Nonetheless, it is important to consider the following positions:

Housekeepers -The accommodation must be kept clean.As mentioned in Module 5 an
unclean environment may result in negative feedback, resulting in fewer tourists and
therefore less income. Housekeepers are essential to maintaining a clean and hygienic
environment.

Receptionists - It is essential to have someone at the front desk at check-in time, but
also at other times during the day guests may still need to contact a member of staff.
The front desk receptionist is the most common way.

Maintenance Workers - Small tasks may need to be fixed on a regular basis such as
plumbing, electrical repairs, painting or other repair work. If you have a handy man
available they may be able to do most small repairs, although larger tasks may need a
professional.

Cook - If you are offering meals, a cook will be required, even if it is for just a few hours
to assist with breakfast.

108 O Module 6 Managing Staff
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Activity 6.1 - Roles and Responsibilities

Part A - For Managers, Supervisors and Employers

*For employees — complete part B, below*

1. On a piece of paper create three columns. In the first column write down the names of all the people
who worl at your accommodation facility. In the second column write down their job title. In the third
column write their responsibilities or tasks that they are expected to perform each day, week or month.

Example:

| Employee Name Job Title [ Tasks
Mya Sein Housekeeper Clean all 6 bedrooms as required (daily if guests)
Place all dirty linen in the washing room
Clean reception area daily
Clean dining area daily
Clean kitchen daily
Purchase cleaning materials as required
Sweep path (daily)
Water garden (daily)
Feed animals (daily)
Empty bins (daily)

Prune bushes (weekly)

Aung Htin Earciener

Cook breakfast for all guests each day
Cook breakfast for all staff each day
Clean kitchen daily

Part time cook working from 6am — | lam

Assist in car parking (as required)

~ Aung Khant Kyaw Cook

Part B - For Employees

2. On a piece of paper create three columns. In the first column write down your name. In the second
column write down your job title. In the third column write your responsibilities or tasks that you
are expected to perform each day, week or month. Example:

-Employee Name Job Title | Tasks
Mya Sein Housekeeper Clean all 6 bedrooms as required (daily if guests)

Wash, dry and iron all dirty linen

Clean all bathrooms as required (daily if guests)

Clean all toilets daily

Clean reception area daily

Clean dining area daily

Purchase cleaning materials weekly

Arrange fresh flowers in all rooms

Supervise part time cleaner

Part C - Comparison (Everyone to Complete)

Compare your list of tasks with each other (manager and employee, supervisor and employee, employer
and employee). Do you both understand the tasks that are expected to complete daily, weekly and
monthly? Do you both agree that these tasks are achievable? Are there any tasks that should be added
or removed?
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6.2 Employment Contract

6.2.1 Contracts

Employment relationships should be governed by an employment agreement, or a
contract. The contract is an important tool for clarifying the rights and obligations of
employers and employees,as well as the agreed terms and conditions of the employment
relationship. Contracts may provide terms and conditions that are more favorable to
workers than is required by law but they may not offer terms and conditions that are
less than the minimum protections provided by the law. A contract should be signed
within 30 days of the beginning of an employment relationship and submitted to the
township or district labour office to ensure that it is consistent with the governing
laws.

6.2.2 Sample Contracts

The Government has published a sample employment contract, which contains all of
the terms and conditions which the Government envisions might need to be included
in an employment agreement. This employment contract should be thought of as a
framework for drafting your employment contracts. Township labour offices will look
for employment contracts to follow the same format, which is outlined in the
Employment and Skills Development Law (201 3).Please consult with your local township
labour office to learn more about the employment contract and the provisions that
they require in each employment contract.
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6.2.3 Terms and Conditions

Employment contracts must include the fundamental terms and conditions of
employment. The exact terms and conditions are outlined in the Employment and
Skills Development Law (2013). They include:
m Type of employment;
Wages or salary, including information for temporary work;
Location and contact information for employment location;
Working hours and overtime hours;
Days off, holidays, and leave;
Medical treatment;
Internal regulations to be followed by the employees;
Terms for resignation or termination of service;
Responsibilities of employer;
Responsibilities of employee; and
Length of contract for employment.

" @m B B B B E E B EHBE

The contract may include other provisions if they are relevant to the type of employment:
Meals program or arrangements;
Workers’ accommodation;
Uniform or dress code;
Transportation to and from the work site; and

Employee skill development training, if the employer participates.

6.2.4 Training Periods

Prior to beginning permanent or full employment, the employer may institute a training
period for their employees.The initial training period (similar to an internship) may be
compensated at no less than 50% of the position’s full wages, and may extend for up to
3 months. No training period is generally required if the employee already has the
needed skills.

6.2.5 Probationary Period

The employer may require a probationary period, which may extend no longer than
three months, and may be compensated at no less than 75% of the position’s full wage.
If the employer wishes to include these interim steps in their employment relationship
with the employee, they must be provided for in the Employment Contract.
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6.2.6 Termination

When a worker is terminated from employment without cause, the employer must

pay severance on the basis of their last salary.

Duration of continuous employment Severance payment rate (in
From at least (years, unless To less than months’ salary, based on last
specified) (in years) salary)
6 months | Va
I 2 |
2 3 1.5
3 4 3
4 6 4
6 8 5
8 10 6
10 20 8
20 25 10
25 Over 13

Example: Mr. Aung Htin has worked at Shwe San Eain Guest House for 5 years. If his
contract is terminated without cause, the employer must pay 4 months’ salary of
severance as according to the above table.

6.2.7 Minimum Wage

The current minimum wage, as of November 2016, is 450 Kyat per hour, and 3,600
Kyat per day. This daily rate is based on an 8-hour day, and does not include overtime,
bonuses, incentives, or any other allowances. Part-time workers must be paid on a pro
rata basis. A full-time employee who works less than the normal working hours (48
hours per week) through no fault of their own or due to a shortage of work from the
employer is entitled to remuneration as if they had worked a full 48 hour week.

6.2.8 Eligible Employers

The current minimum wage law only covers employers with |5 employees or more.
The law also covers all part-time workers and hourly workers.There are some exclusions
from the minimum wage law, including the employer’s close relatives such as a spouse,
children, parents, and siblings who depend on and live with the employer.

6.2.9 Overtime

Workers who work more than 8 hours per day or 48 hours per week must be paid at
twice the ordinary rate (not including allowances) for overtime hours. Overtime should
not exceed 12 hours for any week, unless there is a special matter, in which case
overtime should not exceed |6 hours in any one week.

116 O Module 6 Managing Staff



@-J-@n 390359515&565:
L E|
mcgﬁmmm%%:wé 9‘39@05:@%105 saogﬁgqﬁééqogjé Uaogﬁﬂgoaé qE:o%r:"ﬂ G«?‘DO%E:@

comn{:} me@é@: ﬁﬁgﬂ@@mms&eéu

od2005005: o2 6930%6:&0:‘:-:@&0:9&) $6400oqig8: (comcdod
ot (yBops S5 Todye | oot spdsond wehid)
AEodosd) (455
6-co 9 of
2 o o
J ? %9
v G v
g 6 g
G o 9
® 20 E
20 Jd o
o J9 0
J3 FO0 0p

5080 - sondesmnoolonpd cgbalbepd§6anayd (9)s8 52098araopbi céidl sacobagoraybod
526[0306:8950308 moncseud(folenrioeg mardatand $68o6[03ioa(g (g)even sureggedi

B- -on srsdisdc00s
J Rl SR P00

Joob-28d1 g§c092 COMGIHPR0R0 0o0§2GYC G0 0308 deEYE oo

odlgdoopdi 2eB0legopssiantonpd mdegayt 0§80 92633 0958 spelog FgCeg
Bownod mfgratlgedodgmecloédll 92§83&madmengmen: sadsoyregdlys sorqupdi
o 4§ fonbiorboned kA B R bgefirboonciod oo acpbefob acelis
000560006[o7E usaR0§$ (nduheyE Go $a8)cocdeaypspds) andardgeomme Boscos
gPi973 G §$2§§eorn §EPPOMINFFGEITR0XEDMY cwdscuig§ saoEo b

_ T o e _C
@—J—ﬁ)il BEO?][.OCG'ZD"J ﬁﬂ?UﬂCGP.

Co @ | [ = i (=] [ag co e G, - [
mmﬁsm?ésaa u;eoaeoes:oé 0$c0s: (ag)e §¢ 92000586000 gamoslcep 2000 9203|308
o::én o%eoga :Dé 9’354%51:5 sam:.:-:nm szeHev IS §9§wsaoooaam T8 co,mo::@ samdl,,oc
c c‘ e c & | (-] ] -]
20pbI sepdgteredl &5 magoﬁcﬁgmo;zaw%ccm a8 a8uss coro0Sigps S;eesd
c

2392603 eunsumaqliypioyadeon s200dgéel §rodeomnespdpunisadisrotadad gagpbiadianbs

'

puese a¢gleon(gésariead) §aopd

b J-1 23506l

»degag€ 0 §$9§00058¢) Bewdd mbodayE GG §9§0a58q) Facwdrbean 92006
0eotgpid 28§38 epronaycd wnesardegsicisdo (géfgefodgmedloddl) sosqepbi
20:3geddlor 2958920005$2005 PPROBMBIRE 0 | §2§00> vemPag§agl

F0:P0aIE 9953300055055 aohomodmbaszmamé: o6 §9&codd ecmﬁ Sansdl
FRosas HPOROOASIIR. GODICE IACRCE 29 CY$0C

ca53Rc:d 117




6.2.10 Payment Details

Workers must be paid at least monthly. Basic wages, including the minimum wage, must
be paid by cash, cheque or bank transfer, according to mutual agreement between the
worker and the employer. Some benefits or interests may be paid in property (non-
monetary products) if this is agreed to in the Employment Contract. Non-monetary
benefits may not be used in the context to meet the minimum wage. Wages must be
paid on a working day (not a leave day) and for businesses with less than 100 workers,
staff must be paid on the last day of the wage period.

6.2.1 | Deductions

Businesses are only allowed to make deductions from wages for:
® Dues paid to labour organizations;

Social security contributions;

Absences from work (without leave);

Fines;

Damage or loss of material or money through neglect or fault of the worker (to
be liable workers must have direct responsibility for lost money or materials
and must be given an opportunity to defend themselves against the charge);

® Housing and other services provided by employer or government (deductions
cannot be higher than values determined by the government);

B Income taxes to be paid by workers;

m Court-ordered deductions;

® Repayment of advances from Provident Fund;

®  Government-approved saving schemes with written authorization of individual
workers.

Deductions for absences from work must be in proportion to the absence. For example,
deductions for a worker who was absent without leave 5 out of 25 work days in a pay
period may not exceed 20% of the employees pay. Deductions should not be made for
absences covered by leave to which the worker is entitled, and for which s/he has been
authorized (e.g. annual leave, sick leave or other entitlements). The total deductions
from a pay period (not including deductions for absences from work) may not be more
than 50% of the worker’s earned wages.

Disputes over deductions or late payments of wages are to be handled through the
dispute resolution process provided in the Settlement of Labour Disputes Law.
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6.2.12 Holidays and Benefits
6.2.12.1 Public Holidays g

)

Workers are entitled to holidays which are listed in 1
the Leave and Holidays Act.Workers who are required 0 i‘ﬁ Pl
to work on a public holiday are paid at double the g7

% ;

normal rate.

These holidays are:

® Independence Day ® Full Moon Day of

® Union Day Kasone =

B Peasants’ Day ® Full Moon Day of Waso

® Full Moon Day of Tabaung ® Martyrs’ Day

® Armed Forces Day ® Full Moon Day of Thadingyut

® Thingyan ® Full Moon Day of Tazaungmone
® Burmese New Year ® National Day

= May Day

6.2.12.2 Annual Leave

All workers earn 10 days of paid leave per year after their first 12 continuous months
of work. They must be paid their average pay for leave days before they take leave.

6.2.12.3 Casual Leave

Worlkers are given six days of paid casual leave per year.VWorkers may use up to three
days of casual leave at one time, but cannot combine casual leave with other kinds of
leave (such as earned annual leave). Unused casual leave is lost at the end of the year.

6.2.12.4 Medical Leave

Employers must give workers leave without deduction from wages for medical treatment
when workers cannot work due to iliness. Workers who present a medical certificate
may take paid medical leave up to 30 days per year after working for at least 6 months.

6.2.12.5 Maternity and Paternity Leave

Pregnant mothers are provided 6 weeks of prenatal leave and 8 weeks of postnatal
leave, for a total of 14 weeks of maternity leave. Fathers are entitled to |5 days of
paternity leave.
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6.2.13 Child Labor

6.2.13.1 Age Restrictions

The Child Law states that children have the
right to engage voluntarily in work allowed

by law, as well as the rights to hours of
employment, rest and leisure. However, no
one under |4 years old may be employed and
all workers under |8 years old may only work
if the employer has her/his certificate of
fitness.

6.2.13.2 Limits on Work Done by Children

No child under 16 years old may work more than four hours in any day, or between 6

p.m.and 6 a.m.Workers aged 16 and 17 may not work more than 8 hours per day and
may only work from 6 p.m. to 6 a.m. if they are certified by a registered medical
practitioner as fit for night work. He or she may not use dangerous machinery unless
they have received sufficient training or are supervised by experts, and may not lift,

carry, or move any load heavy enough to cause injury.

6.2.14 Forced Labor

Forced labour is prohibited, except as punishment for persons convicted of crimes or

in times of national emergency.

6.2.15 Definition

Forced labour occurs where work or service is exacted by the State, individuals, or
businesses who have the will and power to threaten workers with severe deprivations;
such as withholding food, land or wages or by physical violence or sexual abuse or by
restricting peoples’ movements or locking them up.A person who unlawfully compels
any person to labour against the will of that person shall be punished with imprisonment

and/or fined.

122 O Module 6 Managing Staff



B- J-opn mecoicrbo0:

r el C Py Sl
= J-O;‘J-DII S}'Q‘AJO)O}%DJO}#JODQ{PE
c

meaaycdepiad poessrqatfgaoteangnboé wemeapad dloéemnégady

00333 9cpd0ean§§ 3520358 Mosielgglidscocdncdean Mgémespiaopbi§
e

ca
C

L

o0

0050 meccudBEovcame Ei ~E2con 200l :u?)w E DD 06 §OETNOD BODED
EL i LGPB 8 5%" 'E Lpspo 9% EE

. o ¢ ¢ ¢, < ¢ ¢ ¢ < et 8

mc;co.ol.zcoSo?% mcgoaim.@c.ggqmgsa@c HDVO 00 @cmm 9200000621922:0580000
SO e - (g C'g C e [s] [ ol [y LR (g o

22000gC ¢ 03 /0eel [03,5CefopE: coonmdderoyt $2c0adaglg§aogdi

L L L

C

G—J-D?-Jil meo:::::acogquga:ogg]rﬁqmé 33035-?@00{533(593)) m%mcr%sdo%q’s

PP 09 §069005§ epdpbmenscesd epdwpdesadRly ¢ §§0053¢)
Bomcd poes E00$580 505 L0008 9o 90000dgl 520005 o6 §dsé 0o §d§ean
000002020085 06esE 0 $9§00536) sacdecdg 2032005 Ecoo%oaf: $0d6bes

- [ ool

0&emd0pd0r ecddmEamicorn epodmddion coonabdayé pies B:oosode $505 60§

L

%0800 920p0603E§EDI GE:3RE [gpddeorn wEopiecymytosgfeamayé Bewdd

qézo%m rg@:oqcaeep:m @:@6@&@@1{3&15 SV 35:39-:3?05 :cheaooé sagqor.ﬁepsem oo{iogé:
gt BERAd[géelggopislgé Bdcdasadepfeodtear saotadpd epdwpdugpiaiedd
UCC:QEE:I 930599305@5: ::%90305 c&s@oﬁ:@éa@@qn

e

l'. 9 Cp
G-J-DC}II S’BGEG@?CaE

[Gdemjpep$oagpiea: [gdsmdoa(gdlydeol
§Ceopt: mespedl seefgess edlellmng$apt (4o
60 BBe08EgE10mbCk M6yeodina’ omilgd
205N

0 e
G-J—Ojll .'3:;93‘303%@3:333(1)

§Eécomdolgdeol mﬁ:?gmqoz?@écm

%ogol s@]ooo Bemod cdsis ma3ean
L L L B8 s

[GE2c0§ 205 sbidpsdgocooepigécophiconts BBuddBoabeapad mlmiecde Bewncd 3E3E:
c

JL

o
g}
i}

C e c c [ c Loy o
BEep mPokonpsailyé copdicomln cpgpel ogranopdepegpiad mgo>g dedEe:
c R o i c, ¢ - - gog.. @ c
Bewcd eayéodo0m(glien(ys copdreamé: sacobooenemada? §tefgnad8Eanpd ceomsd
93¢ swameon wdcsgegbeo cdomigtosemnten’ mmtimmbauysansesloé
& o ce. o c ;
2696038:0[gdecl wpdI 0GedmBBipS BpdPdeGENRed BwEtwgst DHMICY) odep:

8069&89@635 93035:330?]53303599353%5 DD GCD‘DEB(B;)@E)GQ}I Ggacf)@n%em 3(1!"3&55}5@03@
4 0 L L L L L d L

[sdco [gdsadaeo>8Eabi




6.2.16 Other provisions
6.2.16.1 Public Information

Employers must inform workers of the minimum wage for the sector and post a notice
of wage rates, pay days, and processes for fines and deductions in the workplace. If the
business is covered by the Shops and Establishments Law (2016), it must also post:
A summary of the Payment of Wages Act, and the Rules made under it;

® Notice of working hours.

The Shops and Establishments Law (2016) covers a wide range of businesses, including
hotels, motels and inns.The law covers many important requirements in the employer-
employee relationship, including working hours, overtime and weekly holidays. It also
covers duties and responsibilities of both employers and employees. It is a useful
resource for owners of any small accommodation.

6.2.16.2 Labour Organizations

Other than some workers in the police and defence services, every worker as the right
to join a labour organization and the right to resign if they choose.

6.2.16.3 Labour disputes

The first step in resolution of a labour dispute is at the enterprise level. If collective
and individual disputes cannot be settled at the workplace, they may be sent by workers
or employers to the relevant conciliation body. More information on dispute resolution
is available in the ILO Guide to Myanmar Labour Law.

6.2.16.4 Inspections

Government inspection officers have the right to enter and inspect any workplace
covered by the Minimum Wage Law in order to determine that it complies with the
law. Inspectors have the right to review and copy all payroll documents, lists of workers,
schedules and other wage documents relating to workers at the workplace (including
outside contract workers from other employers). Employers face imprisonment and/

or fines if convicted of making false records or deceitful reports in their payroll
documents.
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Note: This section reproduces parts of the forthcoming “ILO Guide to Myanmar
Labor Law”, in condensed version. For more detailed information on labor and
employment laws in Myanmar, please refer to the complete version of the forthcoming
“ILO Guide to Myanmar Labor Law”, or the original laws upon which the guide is
based.

Disclaimer: This document is not Myanmar Law. Responsibility for the interpretation
of Myanmar Law rests with the appropriate Institutions of the Government of the
Republic of the Union of Myanmar and ultimately the Courts. This material comes
from the forthcoming “ILO Guide to Myanmar Labour Law”, which has been developed
in good faith and attempts to provide clarity of existing legal provisions. However, the
ILO accepts no responsibility in the event that provisions herein are disputed or
found to be incorrect.

6.3 Further Reading

Ministry of Labour website

http://www.mol.gov.mm/en/laws-and-regulations/

International Labour Organization, Labour Law Guide

(forthcoming)

Saga Asia Consulting, Business in Myanmar: Labor Law Perfect Guidebook:

http://www.sagaasialaw.com/en/publications/842
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Module 7 Financial Management

Learning Outcomes

At the completion of this module learners will be able to:

® Understand the principles of costing, pricing and book-keeping

Be able to keep simple records of income and expenses

Calculate guest accounts/bills and process guest payments

List the elements of costs (food, labour and utilities etc.)

Calculate the cost and the price of a product or service to offer guests

This Module is Particularly Helpful for

»
‘

v Managers
v Book-keepers/money handlers
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7.1 Book-Keeping

Book-keeping is the action of recording income and expenses. It is an essential element
for accommodation providers as it provides an overview of financial status. By recording
transactions you will be able to control business costs and prevent financial losses. By
understanding the income and expenses of your business, you can make informed
decisions such as making the right choices for hiring extra staff, expanding the facilities
or knowing how much income is available for personal use. If you want to expand
your business, keeping detailed financial statements also provides a record to show to
a bank or other financial lenders to prove that you can repay a loan if you want to

borrow money.

7.1.1 Principles of Simple Book-Keeping

Use a template or notebook divided into two sides; one to note expenses and the
other for your income.

Expenses are anything that costs the accommodation provider money.

Income is anything that generates money for the accommodation provider.

®  Accommodation All money spent on items such as:
% Meals and snacks u Ingredients for guest meals
® Drinks ® Drinks
= Souvenirs = Water
® Cultural performances = Power
® Local tours ® Labor/wages
#  Cleaning materials

When undertaking book keeping it is important to be consistent and track all business
related expenses and income regularly in a dedicated notebook and at the end of the

month calculate the total amount of income and expenses.
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Activity 7.1 - Income and Expenses

1. Divide a page into two columns. On
the left hand side make a list of all
the sources of income for your
accommodation. On the right hand
side make a list of all the expenses
that you have at your accomm-
odation. Compare it to the list on
page (132).

7.2 Profit and Loss Statements

After subtracting the expenses from the income, the profit (if positive) or loss (if
negative) can be calculated.

An example of profit / loss statement is provided below:

EXPENSES INCOME
Date Item Quantity Value Date Item Quantity Value
Staff Salary | 1 person - 10"  |Accommoda
st
1~ March (month) - M 200,000 T tion 4 beds 40,000
d 11"
3" March Eggs Dozen 1,000 March Water 5 bottles 5,000
10" Cleaning b ;
March Liguic 1 bottle 2,000 P Village Tour| 4 people 40,000
Total 203000 | Tt 85000
Balance LOSS (118000)

® Income — Expenses = Profit / Loss
m 85,000 — 203,000 = (118,000) Loss

132 O Module 7 Financial Management
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7.3 Recording Guest Accounts

Keeping a guest account ensures nothing is forgotten and reduces confusion during
settlement of the bill and also allows for detailed billing that assures the guest of a level
of professionalism and honesty. Guest accounts can also assist you with your regular
account keeping, recording and re-ordering of stock.

When keeping a guest account it can be a good idea to keep this in a guest account
notebook. You can write down clearly in this notebook what every guest orders or
uses as soon as possible when it happens.This can then be used to prepare the final bill.
Items should be listed according to the date consumed/used with the number of units
(quantity) and values (kyat per unit).

Activity 7.2 - Role Play: Solving Problems When the Guest Pays Their Bill

1. One person plays the role of the staff member and another person plays the role
of a guest.
2. Act out the scenarios to see how the issue can be resolved.
Scenario 1:The situation happens in the morning, as the guest is paying the bill before
departure.
®  GUEST: (You want to pay. Last night, you bought 2 cans of beer and a small
bottle of water.)
w STAFF MEMBER: (You show the guest a scrap of paper that shows they had 3
cans of beer and a big bottle of water.)
Scenario 2:The situation happens in the morning, as the guest is paying the bill before
departure.
= GUEST: (You stayed for four nights in a single room expecting the cost to be (4
x 20,000 Ks))
» STAFF MEMBER: (You did not write down when the guest checked in or which
room they stayed in.You prepare a bill for five nights in a twin room (5 % 30,000
Ks))
Topics to discuss after learners have acted out the scenes
1. What are the reasons for the problems and how could you prevent it from
happening?
2. Discuss the need for a good book-keeping system
What would a well-kept Guest Account Notebook look like?
4. Create your own Guest Account Notebook taking into consideration the discussion
and points raised.
5. Compare your Guest Account Notebook to the template on the following page.

s
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7.5 Preparing Bills

The settlement of the bill is normally conducted on the last day just before
departure. At this time the guest’s bill should already be prepared and
presented to the guest for review and payment. Ensure come cash is available
to provide change after the guest’s payment.

An example of a guest bill is provided below:

7.5.1 Key Steps in Preparing a Bill

= Be familiar with the bill

®  Confirm the time of the guest’s departure

®  Prepare the guest’s bill well before their time of departure

B Produce the guest’s bill when the guest checks out

7.5.2 Key Steps to Processing Payment

®  Check the bill

®  Calculate the total charges and inform the guest how much they have to pay

#  Give the bill to the guest and ask the guest to check their bill

®  Explain and clarify any of the guest's questions .

= Receive the guest’s payment and count it carefully in front of the guest *

= Return any change to the guest CADTOON: CHITTH 2016

®  Thank the guest for using your services
‘GUEST BILL

Name of Guest: Mr. John Smith

Arrival Date: 26™ November
Departure Date: 28% November

Item Unit Quantity Unit price Amount
| | (a0

Accommodation Night 3 10,000 30,000
Soft Drink Can 5 1,000 5,000
Beer Bottle I 3,000 3,000
Beer Can 2 2,000 4,000
Water Large I 1,000 1,000
Water Small 3 500 1,500
Tour Services — City Tour Per day I 10,000 10,000
Tour Services — Local Guide Per day I 10,000 10,000
Transport Services — Motorbike Hire| Per day I 10,000 10,000
Laundry Kilo | 5,000 5,000
Handicraft Scarf Piece I 5,000 5,000
Handicraft Weaving Piece | 5,000 5,000

' TOTAL: 89,500
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7.6 Pricing

7.6.1 Simple Pricing

There are various methods for setting a selling price. For example:
® A selling price to cover input costs
= A selling price to match the prices of competition
m A selling price to portray a standard of quality
= A selling price to meet government regulations
In general, however, the basic principle of setting a selling price is based upon two key

elements; input costs plus the amount of profit you want to make for each product or

oS

Selling
= Price

service you sell.

7.6.2 Setting Your Selling Price

There are various methods you can use to set the selling price of a room.

m  Set the price based on your calculated input costs

® Keep the prices similar to the price offered by your neighbours or competition

u  Set different prices for different options (weekends or weekdays / low season or
peak season)

# Follow the selling price that is calculated and agreed upon by the community

tourism management board, if you have one

0 Module 7 Financial Management
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7.7 Input Costs

7.7.1 What are Input Costs!?

Input costs that relate to pricing commonly include:

» Raw material or ingredients used to produce products or the price of buying items
from other makers (e.g. food or drinks)

® Labour such as the salary you pay for your employees. Even if you are not paying
any salaries or wages for staff, your own time is a cost that should be considered

®  Transport cost when purchasing food or other items

m Utilities such as electricity or power

®  Furniture and equipment purchased represented as a proportional depreciation
over the expected number of years before it will need to be replaced

® Hire or rental of venues, performance costumes or musical instruments for
performances

= Fees to contribute to the local community tourism association or entrance fees to
protected areas for tours
Maintenance costs, including the purchase of cleaning materials
Other business costs such as guest soaps, candles or toilet paper

Activity 7.3 - What are Your Input Costs?

1. Write down all your input costs for the following products and services:
a) Accommodation
b) Breakfast
c) Transport transfer for guest
d) Village Tour
e) Package lunch for guest
2. How much profit do you think you should add to each of those products and services?
3. Based on these Input Costs and the amount of profit that you wish to make, how much
would you charge for each?
4. How does this price compare to your competitors or neighbors who offer these services

59 5 .99

Selling
= Price

Remember:
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7.8 Competition

Competitors include not only all the other guesthouses and B&Bs but also hotels
which offer a similar service or product that you offer. Your competitors could also
include restaurants, souvenir shops or other stores if you sell meals or handicrafts to
outside guests.

Your competitors are other businesses which are in your area but also businesses in
other areas where there are similar attractions. This can happen when your possible
customer from, for example,Yangon wants to spend a weekend away from the city and

wants to consider all different destinations which can be explored within their weekend.

Activity 7.4 - My Competition

1. Ask yourself the following questions about your business:
a. Who are my competitors?
b. How well do | know your competition?
¢. Do | know how much other accommodation facilities charge for their rooms?
i. What about in different seasons!
ii. What does this price cover? (Just a room, or does it include breakfast or
extra services?)

Location /

Facilities /

Competition Distance  |Cost of room in|Cost of room in ,
: Services

Name from my high season low season )
accommodation provided

2. Fill in the following table based on your answers:

3. Do you know what makes customers choose your rooms over the other

accommodation providers!?
4. What would make guests willing to pay more to visit your guesthouse?
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Module 8 Marketing & Sales
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Learning Outcomes

At the completion of this Module learners will be able to:
® Name and identify the types of partnerships available
®m Conduct a sales call to a tour operator

® Host a visit by a tour operator

® Prepare simple marketing tools at a low cost

This Module is Particularly Helpful for:

v Managers
v’ Sales and Marketing Staff
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8.1 Increasing Sales

A key to the success of any business is
being able to make a profit and reinvest
in the maintenance, improvement or
expansion of the business. While
lodging and meals are the core products
of any accommodation business, there
are other opportunities to increase
income, for example, through the sale
of snacks, beverages and souvenirs or
through the provision of local tours.
Providing activities free of charge such
as handicrafts or farming demonstr-
ations can also be a great way to create
an educational and cultural experience
for your guests.This may increase their
overall satisfaction and potentially result
in tips, repeat business or good reviews

of your business.

Activity 8.1 - Sales Discussion

1. Ask yourself How could you increase sales for your business?

2. Identify other products and services that you could sell to tourists.

Be creative!
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8.2 Marketing

Marketing and promoting your business is critical at the start up phase of your business
in order to inform potential customers that you are open for business. Marketing
should, however, also be maintained for the life of the business to ensure that guests

continue to come.

8.2.1 How to Market your Accommodation

8.2.1.1 Developing Partnerships

Successful accommodation businesses are generally those that have developed a range
of business partnerships. Partnerships can provide access to additional finances for
development, as well as access to specialist staff who can help manage tourist travel
logistics, promote your accommodation to broader markets and even help with training.

The table below outlines key partners for accommodation providers and their roles.

Key Partner Role

Tour Help advertise, market and sell tours for the accommodation provider.

operators They will arrange and manage all logistics.

Online travel  Help advertise, market and sell your rooms online.VWell known online

agencies travel agencies include Agoda.com, Booking.com and Expedia.com (you
can find others online too).

Tourist Help market, promote and communicate travel information to tourists.
information They will provide places to display brochures and can include website
centers listings for accommodation providers.

Tourism Can provide members with marketing support, represent their

associations  members in discussion with government and NGOs and often
complement training programs. Some of the key tourism associations
include the Myanmar Tourism Federation (MTF), Union of Myanmar
Travel Association (UMTA) and the Myanmar Hotelier Association
(MHA).

Neighboring  Can provide opportunities to combine resources to undertake joint

accommodation marketing efforts and cross promote businesses.
providers

150 O Module 8 Marketing & Sales



o- Ji copmaderey[gé:
¢Bionteapapde$idl eaapdomEeanommné Ewpd Sigespapdesioacgad chskyé
cootBs [ydslogrEal caconisaanear cwocoopbepior: 929360:8Eq5 92000 sorpprdEPeg(Rt:
§¢ & Srpegpapbe§:0d [gSoré[geicionpd geeeg(Rroopdi Bepapt epdoopdep: sas00He[god
cooelopt: caogpeogs &gosesi:c?ﬁc%cﬁi mc%m&s*aogo% Gwcgo%ﬂjeg@&o% BBEcongdcops

33660051
2 =

Yy C| ac C 43 [ 4 c O C C
CD—J—OII 20CE] G%STDCI?CQCEGBQQUD quogmegqavewges?gzu

Lf O

- J-0-0ll geu’?éseaﬁoﬁ@o%ﬁqpso% @logocjizsow&@&

eomnéfgéeon epepadlatiadEeposeannomnbeigpiongd gpreomeaiyé Sigaee;

c :.‘q '](.‘u c c OCU 5 o 4 c ']C' oy Ly c C‘e
opbe§igredics caongrdeeacdtioromdad [Gocolgopdi gediCieamgrbegpioopd apbes:
- o Ly Ly c (.‘u o C e D °O€ \ﬁ c o 2 i
Japoxoncdesacnod 00e00CieceoReRggEeC PREUECIMAR OYIPPIFIRALRRT)
6c0005086500E0855§366D Rapmpdens&ea mydicyEosoodigpidopht qieoscl wéa
oc. ¢ o 00 Ly c c [*] C o c C [ c [y & C [y
cpepcdEatiald S8myudfgseomenpapadepifespadfesnt [géonenEopdmgE wEms:
coilgéslgSoopds scanadbormlg8Eapdi emmcidlacmipd cseqpdEat:adéep oSemnte

cOsm0R0d 52800 Biginaigpist GE:REN9a50REPIAd ewdlganiaopdil

s&opdcdmcd  esepddtatiogeantopepiencyad adtedepiedfeolgtn earapadeé eeptigaé:
Bopesonberbooep: 930p¢ oppdanpdicconadddeamitasadgemialad GEio3o Sode) dbagaevicBsupdi

5p8c38:a8apn:  Online [§¢ i magiapiad c[lioftn soprprdont§és eepéiggéiodad
sqEdap: on3aopdn cadepicorn afiayresqEdepiopé Agoda.com, Booking.com s&
Expedia.com o30loéaopdi (mfgnresaniE8epiadaopdisn§cBéontecy &b

o&ayadlep soppodepeylgén [gEanEfgéiat o&axiapicd o&opm[géialéep ooméisaged

G8Fesr scoodepielplgepapt mpdoopdi gEo3m comdméislRtgoep: aimEgoogs
SPep: epepypioan: dopeuistf: esepadaticarqbianpd 0§eaEee0INNePITRd

005050 ongEip€ copdagéiendonpdi
s&opipBies: 22008api ot CORMMEPEYEEFEOED MEEMHFMBOIREDMAS 328:q) NGOsep:
BEep L §¢ cagregiepC magolepienn: Budexgeudtoopderlge [gpdgdonmsiademop
9;93& o gep: gpio30¢ sammpdce:@Eoopdi a§iopnianbe$:adiep sa8mmjenys sroiong 29,

¢ [g§en8Ee aSiagmabesiondad (MTF) [gpdeconiolgenstiaiogmiapbes:

mooé: (UMTA) §¢ [g§er&éeBomudaodediglaopisaant: (MHA) c3cloCanpdi
e‘a@:m@mooﬁo& ogcaeq:c:gfﬁgpegeq@[:oﬁ:ﬁepz‘?é: 829’)26‘6‘[:(\25(2$: 33@§ mcg‘glgémgeqz
E8esepc3ats cantgodeupsnaod mgtialgbapiedliopdiqs segdsacudigpicos&Eaopdi
GrqEigopdei:

esonEgodbangp:

20éa$09506(0) sopmpadepegfatiac eepéiggé: 1 151



Activity 8.2 - Partnership Discussion

Review the table on page 150 and discuss the following:
1.  Are you currently in partnership with any of these key partners?
(@) If the answer is ‘yes’, who is currently sending tourists to your
accommodation?
(b) Why did you make this partnership?
(c) If you _anﬁwered ‘no’ to question 1, identify which partners you could

use to help market your accommodation and collect their contact details.

8.2.1.2 Making Sales Calls

Making a sales call is a way to update tour operators, t7ravel agencies and hotels
about your accommodation or other newly developed tourism products and services.
Sales calls are a cheap and effective way of promoting your business and the destination
in general. They can be conducted by individual businesses or by representatives

from your local community who can promote the area on behalf of all businesses.

Steps in making a Sales Call:
Step |. Develop a professional greeting: e

= Don't just say hello and start with ™ &?@m eeﬂ.ﬁu
5\:55@9{#‘ # P S S
your telephone presentation, you opd:Fak: % X% X

Friendship Guesthouse
should allow the other party to

participate.

but also professional and formal. oW 4

® Your greeting should be friendly, -& g B

¥ CARTOOMN:
. 2y CRYT MY
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Step 2. Introduce yourself and your company:
® You could try introducing yourself by saying something like: “My name is
_and | represent a local guesthouse in the ___ village”
® Don't get too specific yet. Don’t mention your product.
Step 3. Express gratitude:
® You can say things such as:"Thank you for taking my call” and “This will only involve
a moment of your time so you can get back to your busy schedule”.
Step 4. State the purpose of your call:
= Now is where you can explain the reason for your call by saying:
- “If I can show you a new and interesting B&B/guesthouse business
opportunity in my village would you be interested to know more?”
~ “This opportunity might lower costs and could improve the quality of
your local tours/travel agency range of services.”
® Get ready to start describing the great aspects of your business and giving
them more information.
- You may wish to schedule to meet them at another time to give a personal
presentation.
Step 5. Schedule a meeting:
® [f you can physically attend the office of the hotel, travel agency or tour operator,
you should organise to make a face-to-face meeting.
= Offer at least two dates and times to make a meeting.
Step 6. Thank them and reconfirm the date, time and location of the appointment.
Step 7. Give your contact information:
® You might try saying something like: “If anything else comes to mind that |
should be aware of prior to our meeting, please call me on ..."
Step 8. Follow up with the business after your phone call:
® You should send an email or SMS of confirmation immediately.

® Keep the tone of your message positive and don’t make it too long.
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Activity 8.3 - Sales Call Role Pla

1. Split into pairs and, using the 8 steps in the previous section, role play to practice

making a sales call with a partner.
2. Make a list of your potential key partners and their contact details for your business.
At a later time, once you are confident in all the steps involved in a sales call, you can

begin to call your potential partners to introduce yourself and tell them about your

accommodation and services.

8.2.1.3 Organise Familiarisation Trips
Familiarisation trips involves inviting
travel agencies, tour operators and

other potential partners to come and

stay a night at your accommodation
to experience your service. The best

way of selling “intangible” services is

offering your potential partners (such
as travel agencies) a chance to
experience your services and be

treated like actual tourists.

While hosting the familiarization visit,

you should follow what you would

do for a regular tourist but making particularly sure the clients are shown the best
that your accommodation has to offer (from the food through to any other activities
you provide). If they like the experience, the potential partner would be able to

recommend your accommodation to their customers and bring you more business.
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Steps to Organising a Familiarisation Trip:

Step |. Welcome your potential partners:
® Meet and greet your guest at a meeting location, possibly at the entrance to
your community.
®  Guide them to your accommodation by the most convenient route (you may
know a beautiful way to travel there) and help them to carry their luggage.
®  Accommodate your potential partner at your B&B or guesthouse.
® Describe your facilities, services and other information.
Step 2. Provide the actual accommodation products and services:
® Serve the same products and services provided to other tourists but ensure
your standards of quality are high.
m Apart from the facilities, travel agents value tidiness (e.g. things to be orderly
and neat in appearance) as well as cleanliness and good hygiene standards.
They like to know that the operators are professional. Please see Module 6
for more tips on hygiene and housekeeping.
Step 3. Discussion on products features and pricing:
® Hold a debriefing meeting with the travel agent or potential partner at the
end of the trip to evaluate how you performed.
- Ask them for their feedback on the service quality and any necessary
improvements you could make.
- Explain the price of the rooms, products and services.
~ Discuss the commissions you can offer for referral of business.
~ Discuss the services you provided and their quality.

- Clarify booking and reservation procedures, payment terms and conditions.

Activity 8.4 - Role play: Hosting a Familiarisation Trip

I.  In small groups, one person acts out the role of the travel agent or potential
partner on a familiarisation trip and the other acts the part of the
accommodation owner.

2. Act out a familiarisation visit using the 3 steps above.
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8.2.2 Marketing Material

There are a number of simple marketing materials you can develop to assist you in

generating sales. Advertising is an expense so you will need to consider your methods

carefully. Advertising material is only effective if it reaches the audience you want to

reach so you must first think about the type of customer you are trying to attract and

how best to reach them.

A few examples of marketing materials are outlined below:

8.2.2.1 Brochures

Feature your facilities, services, attractions, things to see and do, prices, locations and

contact details.

"Tips on creating a brochure"

Provide all contact details

Only use relevant pictures of your own
accommodation and local areas

Use clear pictures of good quality (high
resolution)

Keep the information clear and simple
All information must be true and
accurate

Make sure that local printers can copy
or print your brochures easily

8.2.2.2 Business cards

Distribution to potential partners and to guests.

"Tips on creating business cards"

Customize your logo and name of the
homestay

Add the name of the contact person
Add your business’ contact details
On the backside of the business card
list all provided services

Logical layout

Matching colours

Well-spaced content and not over-
crowded

Emphasize the name of your accom-
modation

Do not write in capital letters as it is
hard to read

The font must be clear, easy to read
and the appropriate size

Background should be in white colour
Printing must be good quality and clear
Use no more than three colours on a
business card

Avoid stock images such as ‘clip art’
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8.2.2.3 Guest Welcome Cards

Available to guests on their arrival. It provides a brief background to your family, the history
and culture of the people and an outline of the facilities, services, and activities available.

"Tips on creating guest welcome cards”

Customize the logo and name of your
accommodation at the top

Add content about your family and
your community

Add content about the history and
traditions of the area

8.2.2.4 Guest Books

Collect comments and obtain feedback on guest satisfaction to direct improvement of
the facilities.
"“Tips on creating guest books"

Customize the cover page to read:
“Guest Comment Book”

Customize the logo and name of your
accommodation on the front cover
Create spaces, boxes for writing
comments and testimonials on the
inside pages

Add boxes for writing the name and
the contact details of guests (optional)

8.2.2.5 Signage

Let passing traffic know you are there. Signs can be placed along the road as well as

hung in front of your accommodation building.

"Tips on creating signage"

Prepare a board

Develop and draw a logo and name of
your accommodation on the board

Add the address, telephone number, email
Add arrows to show the direction of the
accommodation from the sign location
Hang up the signage in a place that is easy
for visitors to see

Add details on the facilities and
services you offer

Add details on any paid activity you
offer

Place your Welcome Card in each
room or at reception

Provide a little background on the
accommodation, the village and the
culture etc.

You can also use the Guestbook to
inform the guest about a few of the
rules of the B&B/guesthouse

If you have TripAdvisor (see explana-
tion on Online Marketing Tools),
remind guests they can also leave an
online review there

Signs can be wooden or use other
materials

Signs should have the name of the
accommodation with contact details to
get attention of walk-in customers
Make sure you have the authorization of
your local authority
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8.2.2.6 Websites/Social Media

For potential guests to read about your community, services and facilities. VVebsites

may provide the guest with the ability to book online or provide feedback.

® If you are confident using a computer,
it is possible to set up a free website
using Wordpress or Weebly (amongst
others)

® A simple way to be part of the online
world is to open a social media page
using Facebook (amongst others)

® Your website or social media page
should include the accommodation
name, location and contact details. It
can also include information about the
community, services and facilities, room
rates and links to other places of
interest in the area

® [fyou are not confident in creating your
own website, a local marketing agency
may be able to assist in creating one
for you

Activity 8.5 - Create your own Marketing Material

. - ~
1. Choose one of the following: 2 ". Fricndship Guesthouse

a. Brochure

. Mandalay, Myanmar

b. Business card Ko Ky St

c. Guest welcome card | Phone n0.09425306510

d. Guest book

e. Signage e

f. Website | : maindshfp@gu%thﬁ%e.com
2. Write the specific content that should [~ ) N
be included on this marketing material We offer the following
for your accommodation.Remember that ¥/ Single Rmf‘“s
the content will be differentfor the type | ¥ oo 0o
of marketing materials and also the type o Brealfist Inctuded
of customer that your accommodation +/ Bicycle Rental
wants to advertise to. +/ Cooking Demostration

8 W

For example, see the picture of a business card for "Friendship Guesthouse”.
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8.3 Online Marketing Tools

advisor

You
Tube

Many tourists do research on the internet (“online”) before deciding on where
to visit or deciding on a place to stay. Therefore you should consider having
your accommodation listed on some or all of the following:

Website

Having a personal website that includes photos, room costs, information about
your community and contact details is a great way to attract and communicate
with guests. Try https://wordpress.com/ or http://www.weebly.com/ to set up

a free website.

Facebook (www.facebook.com)
You can create a Facebook page for your accommodation where you can post
about festivals or upcoming events to keep the information new and exciting.

TripAdvisor (http://www.tripadvisor.com)

This online site is a way for travelers to rate their stay at your accommodation.
The more people that give you high ratings the more likely more tourists will
book with you. You should remind guests when they check out to leave a
review for you on TripAdvisor if they enjoyed their stay. TripAdvisor is also a
way for guests to complain about issues they had at your accommodation.
Therefore, before guest complaints become a problem you should re-read
Module 2 on how to handle complaints.

If guests make comments in TripAdvisor complaining about services or facilities
use this feedback as a learning exercise on things that can be improved.

YouTube (http://www.youtube.com)

YouTube is a way to engage travelers in the experience of a stay at your
guesthouse or B&B.Video gives you the opportunity to showcase all the details
that make your accommodation different from your competitors.You will need
to go to YouTube and create a dedicated channel where visitors can view all of
your videos in one place. Upload videos of your rooms and amenities as well
as local surroundings, special attractions and offered excursions. You could
also film satisfied guests (with their permission) and add these to your YouTube

channel. These can represent your testimonials of happy customers.
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Module 9 Business Planning

Learning Outcomes

At the completion of this Module learners will be able to:
# Develop skills to run a better business

= Complete a simple business plan

This Module is Particularly Helpful for:
¥ Managers
" Business Owners
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9.1 Identifying the Business Opportunity

It is not enough to just have a business idea, you need to find out whether there are
customers who will want to pay for the services (and any products) that your business
will sell.You should research your potential customers, what they are willing to buy and
how much they will spend. Also, it is important to think about what differentiates you
from your competitors.

Focusing

Do not try to do everything for everybody. Focus your business and your attention and
do a few things really well rather than doing many different things poorly.

9.2 Building Your Team

It is rare that one person has all the skills needed for a successful business. Think about
the skills that you currently have and the skills you will need training in or skills that you
need someone else to provide. This is particularly important in terms of management
skills, which can involve:

® Hiring and supervising staff

Delegating tasks and motivating a team

Employee training

Marketing knowledge (pricing, promotions and advertising your services)

Financial skills (record keeping, budgets and complying with payroll and tax
requirements).

9.3 Providing Excellent Customer Service

Put your customers’ needs first and show that you care about them. Happy customers
are more likely to return and to tell their friends about your business.

9.4 Have a Business Plan

Your business plan does not need to be long and complicated; however, a good business
plan is essential to being successful. Your business plan is the roadmap of how you will
run your business, providing short and long term goals so you can monitor and measure
the successfulness of your business.

Some Useful Tips for Running Your Own Business

a There are many elements you should consider before deciding to run a
business but in order to run a successful business you should, as a

minimum, ensure you cover these basic elements:
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A business plan describes your business goals and how you plan to reach these goals.
It carefully describes how you will run your business. It is also a great tool to
communicate with people outside of your business such as consultants, suppliers,
accounting services or other sources of assistance who can help you more effectively
by understanding your business and your goals.A business plan is a working document

which changes as your business changes.

9.5.1 Writing a Business Plan

= To assist you in writing a business plan you should follow the sections below and
answer the questions.

= Some question may not be relevant and for others you may need to do some
research,

= If you find it difficult to answer a question, this usually means you have not thought
about this part of your business. If so, you should do some research and answer the
question fully before continuing on to the next section.

# By using the following format you will have a good basis for your business plan.
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9.5 The Business Plan
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9.5.2 Company Description

This section describes basic information about your business, what you offer
and may contain answers to the following;

# What is the business idea you want to develop?
= If you have not started, what date do you plan to start your business?
®  What services and/or products do you wish to sell?

® What is the current status of the business?!
[_] Planning Stage [_J Development Phase [_] Operational Stage
[_] Planned Take Over of another Business (] Expansions
#  Where is the business located? Provide a detailed address of the establishment

with street, township, city and state.

® What are the benefits and challenges of this business location?
EVBIVEIIES oot s e 3 e 0 S
CRAIIBNGES: ...t bbbk e
% What will be the legal status of your establishment? (Will it be a guesthouse,
B&B, etc.? Will foreigners be able to stay overnight?)
[_] B&B [_] Guesthouse [_] Hotel [_] Other
[_] Foreigners are allowed to stay overnight
[_] Foreigners are not allowed to stay overnight
% Who are the key people involved and what experience do they bring to the
business (education, previous experience of business development or tourism,
positions previously held, key skills etc.)?
After filling out this section you should have an overview about your business.
This represents the basis of every business plan and will help plan the future of

your business.
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Activity 9.1 - Discussion: Products and Services

1. Read the following definitions to the group
Services:
A service is a combination of intangible benefits and tangible products.The hospitality
industry offers mostly services such as offering a room to your guest, offering
breakfast and/or other meals, offering transport from/to bus station or airport,
offering sightseeing tours etc.
Products:
A product is a tangible item that a company produces. It always answers the
client’s question:What can you make for me? In the hospitality industry, company
mostly sell services, but example of products can be selling handicrafts of your
area such as lacquerware, longyis, wood carving etc;

2. Divide the class into pairs and discuss what services and products they would like
to offer in their new or existing business.

3. After you have finished the discussion, listen to each group’s answers and offer

guidance when needed.

‘Activity 9.2 - Benefits and Challenges of Business location

1. Divide the class in pairs and assign each pair a different location. Each pair has to
think of at least 3 benefits and 3 challenges about the location assigned.

2. After this section, discuss in class and ask the reasons behind their answers.

9.5.3 Market Analysis

This section is about your customer and your ‘target market’. A target market is the
type of customer that will buy your service or product. Defining your target market
means identifying the specific characteristics of the people or businesses who you

think are most likely to buy your product or service. To assist in defining your target

market, review Module 1 to analyse the types of tourists that visit your destination.
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9.5.4 Target Market

To run a successful business you need to know your target market.You should

ask yourself ‘who is my target market? and ‘who will buy my business’ services?’

You could classify your target market by:

w Age (is your business catering to young people, middle-aged people or retired
people?)
(J 20-30 ] 31-45 [] 46-59 [_] 60 or older

m  Geographic location (where do your customers come from?)
] Myanmar [_] ASEAN region [_] other foreign countries

u Travel party (who do your customers travel with?)
(] alone [_] couples [_] families [_] friends [_] package groups
] other

»  Motivation for travelling (What is the reason your customers are travelling?)
(] leisure [_] business [_] education [_] pilgrimage [_] other

® Buying habits (do your customers look for the cheapest or for the best
quality service?)
[L] budget price-oriented
[ package tour buyer
[ individual unique experience
[ luxury and quality
[ social and interactions with other travelers and community

u Hobbies and interests of your customers:
(] outdoor activities L] shopping

[ relaxing ] other

# Other characteristics

| ! ! |I. o I} i ..'...- | L | | 1 \ \ [ B { A Y 1 W .'-.
B B G L e B B B S G B O S S I e T
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Young foreign backpackers Older coupl
coypSiodepie §E&[gnioon: aogniapcabeps 2005[Bra§rogricend s
Activity 9.3 - Target Markets

1. Work in groups to describe the types of customers in the box below

Type of Tourist How Would You Describe This Group
18 — 25 year old international tourists
Middle class tourists from Yangon
Pilgrimage tourists

55+ years old individual tourist

Group tour focusing on nature,

the environment and animals

Families who love to camp and go trekking

Couple who are celebrating their wedding

High school group from Mandalay

Your example 1:

Your example 2:

2. Add a few more examples of customers that you can think of and then answer the
following questions:

What might be their motivation for travelling?

What might be their buying habits?

What might be their interests and hobbies?

What might they expect from accommodation?

What might they expect from a destination in terms of activities?

Does your destination attract these target markets? Why, or why not?

Which target market would be appropriate for your business? Why, or why not?

0 Module 9 Business Planning
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9.5.5 Market Analysis

In a market analysis you should also think about other businesses in the tourism
industry and your competition. You should be able to name your competition
and know details about their businesses. Revise the activities in Module 7 to
assist you with this section.

® How many tourists visit your destination?
High Season
Low Season

= What is the current state of the tourism industry? Are tourists visiting your
region! What are the growth forecasts? Are more tourists expected in the
next few years?

= How will these trends affect your business?

# How many competitors are there? Who are they? How is their business
doing? (growing, declining, adding new products etc.)

u How likely is it that new competitors will start a business?

@ How does your product compare to your competitors? (price, quality, special
features)

® What differentiates your service from your competition! What do you do
better than your competition?

These answers will help you to get even a closer insight into the tourism market
and will help you to customize your product for your target market to create a
unique experience for tourists. It helps if you think about what unique selling
points distinguish yourself you're your competitors.These questions are necessary
to help you understand the following section on service and product description.

J
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1. Read the following scenario and then discuss the questions in small groups:

Many tourists come to town to visit the waterfalls and enjoy the walks through
the forests. Most spend two nights and travel by bus to reach the destination. It is
a popular place for families from Yangon who enjoy the time to be out of the city

and in the peaceful countryside.

Recently lots of hotels have been built, they offer twin rooms for 50,000 kyat and
charge extra for breakfast. The hotels are located along the main street which has

lots of noise from the trucks and buses passing all day and night.

Aung owns a small guesthouse in town. It is located out of the city center and he
hasn’t had very good business since all the new hotels have been built. He makes
a business plan and starts by looking at his target market and his competition.
Aung decides that he should target the family groups from Yangon. His location is
something that differentiates him from the hotel competition. He is located away
from the noise of the town and is close to the nature that the tourists have come
to visit. He contacts a friend to offer transport to and from town for a small fee
for all customers at his guesthouse. To cater for his target market he changes the
furniture in his old bedrooms so that families can stay altogether in the one room

comfortably. He decides to include breakfast in the cost of the room.

2. Answer the following questions about the scenario:
Why do tourists visit this destination?
What do tourists do while staying at this destination?
Describe Aung’s target market
Describe the hotel’s target market
What are the special features of Aung’s guesthouse?
What does Aung do better than the competition!?

How much should Aung charge for a room and why?
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9.5.6 Service and Product Description k

This section will help you describe the services and main products that you
provide. It will help you to develop a unique product or service (which is very
important in making your business profitable). Once you have finished this module
you can compare this section with the results of the market analysis and the
marketing plan to re-check if your product fits these guidelines or if you could
adapt it more specifically for your target group.

®  What are the tourist services or products that you will offer?

®  Why are your services or products necessary, and what need is it fulfilling?
(Refer to Module 1 to review the needs of tourists)

# How will your services set you apart from other businesses in the area?
(Will you offer cheaper rooms or more personal services?)
(What will make your business unique?)

WA R A Ad A kol A A NS A il A A AP AN A A A

Activity 2.5 - Unique Products and Services

1. Re-read the scenario of Aung and his
guesthouse. (on page 184)
2. Answer the following questions in small
groups:
® What services and products does Aung
offer his guests?
u How are Aung’s guests’ needs fulfilled by
these services?
» How doAung’s products set him apart from
the hotels in town?
= What makes Aung’s guesthouse unique?
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9.5.7 Marketing Plan

Once you have defined your target market and competition you need to think
about how you can promote your services to your customers. Review Module 8
for information about marketing options for your accommodation and then

answer the following questions about your business:

= What are the features of your product or service? What are the selling points

of your product or service!

m  How will you attract and retain customers?

m How will you sell your services or products and how will your marketing

A S O SR AR P SR R S

focus on your target market?

®  What incentives will you offer to customers and will you offer a discount to

tour operators?!

#  How much money are you willing to spend on marketing and advertising
(How much do you need to spend?)

®  What media will you use to reach your target market?

(Brochures, online-marketing and newsletters etc.)

When you have defined your target group you have to ask yourself how you
can market your guesthouse so that you reach the target group.Your answers
will help you to develop marketing strategies.

For example, if you want to reach foreign tourists you could use social media
such as TripAdvisor and Facebook and sell your rooms through online travel
agencies. If you want to reach Myanmar tourists it may be better to advertise

your guesthouse or B&B via local tour operators.

L e L A L T R R e
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Activity 9.6 - Marketing and Target Markets

1. Read the following scenario:

Phyu manages a guesthouse in Bagan and she decides that her target market will

be international tourists, focusing on French speaking young tourists,

2. Split into groups and rank the following marketing actions below from the most

likely to reach this target market, to least likely to reach this target market and

discuss your results with your group:

Advertisement in a Chinese language travel magazine

TV advertisement on MRTV

Facebook post to Yangon Expat Group

English language brochures distributed in Yangon

Website in Burmese and French language for Phyu’s guesthouse
Promotion in French language newspaper in the travel section
Tripadvisor page

French language brochures distributed in Yangon accommodation
Advertisement on the back of overnight bus company tickets

Giving a discount to travel agencies who work with the youth market

Offering a familiarization trip to travel agencies that offer tours to French

tourists
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9.5.8 Organization and Employees

This section of the Business Plan outlines
how you will run your business, who will
work in the business and how the
business will be structured.

Answer the following questions to help
better identify your business organizat-
ion:

® What will the organizational structure
look like? Who will make up your
management team? What responsib-
ilities will they have?

Name Responsibilities

®  Where did you get (or will you get) the financial capital from?
(Own savings or micro-finance etc.)

® What are the main areas of activity or departments of your business?
(Consider housekeeping, kitchen staff and gardeners etc.)

® What are the main jobs that will be required?
(Chef, receptionist and house keeper etc.)

®  What tasks will managers and staff need to complete on a daily basis?

b i LN i |I L B " 1 1 1 ! II .
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. R
9.5.8 Organization and Employees

m s this written down and has staff been trained to be able to fulfill their roles
and responsibilities?

# Review Module 6 to assist with answering these questions and completing
the table below:

Name Role / Job Responsibilities

» How many people will be required in this year of business?
(What about next year and the year after?)

® What type of contracts will your employees have?
(Read Module 6 for more information on employee contracts)

» How much will you pay each employee!?
® What is the total cost of staff wages required be per month and per year?

um Please fill in the table below:

Name Role / Job Wage per Month

% / & BE B { re i | A R A | 1 1 [ B (Y BRI ANF A U O BT A
B B B e T R R T S O O S G
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9.5.9 Financial Plan

A financial plan is a way to know that your business will be profitable. This section of

your business plan explains how you will fund your business, how much revenue it will

generate and what your operational costs will be. Most importantly it will indicate

when and how the business will be profitable.To manage the financial elements of your

business you need to know your costs.

Costs can be:

m Start-up costs (the amount needed to open a business, or launch a new service or
product)

®m Operational costs (the amount needed to keep the business running. They can be
fixed or variable)

To prepare your financial plan you will need to make some estimates based on the

assumptions of the average costs of your products, services, numbers of customers

and general expenses.

9.5.10 Start-Up Costs

If you are starting a new business, a new service or launching a new product
there will be startup costs.
You should answer the following questions to determine what are some of your
start-up costs:
% How much money do you need for startup?

(It might include licensing costs and employee training etc.)

= Are any physical resources required?
(buildings or equipment)

= Which staff or employees are needed at the start up phase?

= How much money have you saved to start up this business / new service /
new product?

® Do you need to borrow money for the start up? If yes, how much?

®  Where will you find the funding for start up costs?

' 'l PR A J U W A \
A R s U A U o A b A A
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9.6 Estimating Revenue

To estimate your revenue you will need to estimate how many products or services

you will sell. This depends on the price of your product or service and the number of

customers you think will buy your services.

Nameof | Estimated oo od
Productor | monthlysales—| i sales- | Estimated Yearly Sales - kyat
Service units (e.g. kyat
nights) '
High |low | High Low High | Low TOTAL
Season | Season | Season @ Season | Season Season
Example — | 25 15 | Sales | Sales 500,000 x | 225,000 | 3,000,000
Standard nights | nights | 25x 15 x 6= 6= +
Rooms per  |per | 20,000 15,000 | 3,000,000 1,350,000 | 1,350,000
- month | month | = = =
500,000 225,000 4,350,000

® What are your estimated yearly sales for services (rooms) or for products

(handicrafts etc.) for this year?

# What are your estimated yearly sales figures for services and for products next

year?

# What are your estimated yearly sales for services and for products for the following

year?

®  What are the risks you face in achieving this revenue? (Consider the tourism industry
trends, your competition and your target market)
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Activity 9.7 - Understanding Your Business Risks

1. Read the following definition:
Risks
Risks are all those influences and factors beyond your control that can affect your
business. It is very important you identify your business risks in advance so that
you can promptly take actions and mitigate them if they happen. Examples can be
bad weather conditions, a new guesthouse opening close to yours or a new law
increasing taxes etc.

2. Divide the class in groups of four or five to Identify what possible risks can affect
your business and what actions can be taken to mitigate these.

3. Fill in the table below and discuss your business risks (list at least 5):

Risk Description Probability to happen Mitigation Action

What type of risk can Is it likely to happen? What action will you

affect my business? You can write Low, take if the risk happens?
Medium or High

200 O Module 9 Business Planning



(4516
L

21

JIF

?Ii

662008300 . 0 - WEEN CYOCFHDCPEEONRLERIN iR eINE0l0BFE:

65200501928¢005¢€ B3)0503 WSS

ghogep » | __
95oteBer WEAMGEST3 wabeeparcosean wEmmabiedapd agdibioanist
mefgdmejopEimepomiadiotlgdaogdi Eel cbes: BEeposonqeapioy [Fooé3en:
odecd g Resi3:opdl dean ddaepepigdyadlo gEiodadgaigCimesiay
caoné ao%mo cmqgéeéﬁﬁméu POLIEPIED- a‘ézan:cmepa‘?;go?sae@s‘ac?gpal »HES
mé;%a%:sz%:ogé’ 58950060 9eCRdFE: (é;eo?cﬁ) ma$eclgonoienean possd
020503 [gdaogdi

caorlos e 1 Soion?) 4 2 3 SlbeRes s piglonpipen qel
pOe§icd BIAEER: opdoopiaregpurssontgodagpion w:BeieapaEoopdad cvdoodd
cooli

esmodleaniod [gede “ﬁ 0écrbesiadepgsonqeeniad cagiegdll (saspiads 9-o

eggaln)

g%m;gewg@qug @lﬁ%ﬁgtﬁgﬁ edq;?u']:cegogacam&a&cﬁ

0¢uSciad ofaogd 95020[468E gcb§cladconsi | g§enelgdyagé
950200600 wodeepaden |spSidl sacocdsacucdi [§§ | epSmpdemegroresongode

o5 oxf cqfbugs | HDecSen

20Ca5ieom0cp) cobcsimdnodegspigé: O 201




9.6.1 Estimating Operational Costs

In preparation to answer these questions it is recommended to review Module 7

where the basic elements of costing and pricing were discussed.

9.6.2 Fixed operational costs
These are expenses that must be paid regardless of the number of customers you

have. They may include rent, utility bills, staff salaries (review section 5 of this module
on Business Organisation and Employees for your estimated staffing costs).

® What are your fixed operational costs per month!?

% What are your fixed operational costs per year?

9.6.3 Variable operational costs

Variable operational costs are the expenses related to the cost of creating products
or providing services. For example, the costs for guiding a village tour or preparing a
picnic lunch for guests.Variable costs can be difficult to calculate but it is important to
take the time to estimate this expense.

® What is your cost of production per product or service?

(Review Input Costs in Module 7 to assist with this calculation)

»  What is your yearly cost of products or services sold?

» How could you lower this cost?

Add up the expenses that you have highlighted in this section and compare them with
the income and money you may have gained through funding and profits. After you
have made this calculation you will have a clearer overview of your general financial
situation, what money you can spend and how much profit you have to make to be
sustainable. This is essential to keep your business going. Read Module 8 again to

review expenses and income.
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To help you keep an overview of your business you will need to total your expenses

and profits. An example has been provided in the below table:

licensing -50,000|Savings 4,000,000
employee (x2) -7,200,000| Estimated yearly sales: Standard Rooms 6,000,000
resou buildi terials, pi
rees ( u R ibia i -2,000,000|Estimated yearly sales: Superior Rooms 10,000,000

and new generator)
debts/credits/borrowed money -500,000{Estimated yearly sales: Bungalow 8,000,000
fixed operational costs (500,000 per

-600,000| Estimated yearly sales: Tours 2,000,000
month)
variable operational costs (estimate

-600,000|Estimated yearly sales: Transfe 000,000
500,000 per month) MRS RIRE ASES =
= -10,950,000(= 24,000,000
Total =+/- 13,050,000

Activity 9.8 - Khaing’s Expenses and Income

1. In small groups complete a simple accounting form like the one above for the

following case study:

Expenses - Khaing owns a small guesthouse in Nyaung Shwe. She has two employees
who she pays 250,000MMK per month. She needs to do some renovations to the
rooms and expects this to cost 100,000MMK. She has borrowed 200,000MMK
from a family member to assist in the cost of renovations. The fixed operational
costs are 150,000MMK per year and variable operational costs are expected to
be around 180,000MMK this year.

Income — Khaing has savings of 100,000MMK that she would rather not use to pay
back the debts straight away.The guesthouse generates an income of 5,200,000MMK
and she is earning 200,000MMK extra by offering tours and transportation service.
. Draw up an accounting template using this information and compare your results
with other groups.

3. After your results, please discuss the following:

% Does she make a profit or a loss?
% How could she increase/decrease her profit/loss?
®  What are some of the issues of borrowing money from her family?
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9.7 Implementation Summary

In this section you will show how you will put into practice what you have learned in
the other sections.
m  Make a complete list of everything that needs to be done to move your business
forward.
»  Next you must estimate the date you will begin and end each activity
= Finally you must assign someone to oversee and complete each task
= If you need funding for some activities; the date that you expect money to be
ready should also be noted.
This section will need to be updated regularly as activities are completed and new
items are needed. Please see the table below for an example of an implementation

summary.

Item | Activity Start Date End Date Budget Assigned to:
Research - Find out what competitors charge by ) 0 — Will walk and
locking at other local accommodation and find out b2 May 14" May ssaieh g Manager
their nightly rates : :
Read customer reviews online of other local e oy | O wilsearch |
laccommodatior 5" May H".'Ha?j online Manager
Write Content for website 15% May 21% May 20,000 Marketing Team.
Take photos of area for website 157 May 20"May | O-willwalk |  Manager
Iaunci Website 22 May 22™ May 30,000 Marketing Team

206 O Module 9 Business Planning
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