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Welcome to Kitara Foundation: Empowering Sustainable
Tourism in Uganda

At Kitara Foundation for Regional Tourism, we believe tourism can be a powerful force
for good, especially for underserved communities brimming with untapped potential.
Our mission is clear: to cultivate a sustainable tourism sector across Uganda that actively
creates jobs, boosts foreign income, improves livelihoods, and diligently safeguards our
invaluable natural and cultural heritage.

Our Vision for Sustainable Tourism
We champion a multifaceted approach to tourism that embraces the best practices for
people and planet:

o Sustainable Tourism: We align with the UNWTO's definition, balancing economic,
social, and environmental impacts to meet the needs of visitors, the industry, the
environment, and our host communities.

o Responsible Tourism: This means creating better places for both residents and
visitors by actively taking ownership of tourism's impacts.

e Ecotourism: We advocate for responsible travel to natural areas that conserves the
environment, directly benefits local people, and includes vital educational
elements.

e Green Tourism: Focused on environmentally friendly tourism activities,
minimizing our footprint.

o Community-Based Tourism: We empower local-led tourism experiences that
directly benefit communities, often through innovative social enterprises.

o Regenerative Tourism: Our most holistic ambition, aiming to rejuvenate and
nourish the planet, economies, and communities, moving beyond just "doing less
harm" to actively regenerating.

Uganda's Unfolding Tourism Potential

Uganda, with its strategic location and favorable climate, is uniquely positioned to
become a major global tourism destination. We're blessed with a rich history and vibrant
cultures, though much of this heritage is at risk. That's why we strongly encourage our
youth to invest in preserving this cultural wealth through initiatives like museums and
monuments.

Despite recent growth, Uganda's tourism sector hasn't fully bloomed. Key areas for
development include enhancing our products, adding value to experiences, improving
marketing, strengthening infrastructure, boosting training, and fostering regional
cooperation. Many of our most stunning tourism destinations are nestled in rural
communities, where basic needs are a daily struggle and primary livelihoods revolve
around agriculture and manual labor.

Tourism offers a transformative opportunity to:
« Provide vital jobs and economic empowerment, especially for women and and
youth.
o Enable rural communities to proudly protect and promote their natural
surroundings, unique cultures, and rich heritage.



Offer truly unique and authentic experiences for both domestic and international
visitors.

Addressing Gaps & Catalyzing Change
At Kitara Foundation, we've identified critical gaps in Uganda's tourism and hospitality
sector, which directly shaped the development of our resources:

Low Community Involvement: We need to spark greater awareness and
participation in tourism development and biodiversity conservation at the
grassroots level.

Undeveloped Resources: Uganda boasts countless untapped tourism sites that
need to be mapped and profiled.

Limited Linkages: There's a clear lack of coordination among tourism stakeholders
across all levels.

Insufficient Local Planning: We need stronger advocacy platforms for the private
tourism and hospitality sector to guide local development.

Capacity Gaps: There are limited skills in product development, value addition,
and resource mobilization within communities.

Poor Marketing: Many incredible rural tourism sites simply aren't getting the
publicity they deserve.

Inadequate Infrastructure: Accessing many tourism centers remains a challenge due
to poor roads and trails.

Under-development of Products: We need greater diversification and
specialization in our tourism offerings.

Social Health Issues: We must address underlying poverty and disease within our
tourism communities.

Our hope is that these resources, combined with targeted training and dedicated
outreach, will profoundly transform Uganda's tourism industry. We aim to empower
every local citizen to recognize the immense value of their community assets — their
unique culture, rich heritage, delicious cuisine, and vibrant lifestyle — and convert them
into sustainable, income-generating projects. By training every community member as a
potential tourism business partner, with a focus on small business management,
environmental awareness, and quality customer care, we envision a truly "people-
centered" tourism model that fosters genuine ownership and lasting sustainability.

Sabiiti Fenekansi Mbiire
(The Planned Tourist in Uganda)



Introduction:

This resource book from Kitara Foundation for Regional Tourism champions sustainable
tourism, defined by UNEP and UNWTO as tourism balancing current and future economic,
social, and environmental impacts for the benefit of visitors, industry, environment, and
host communities.

The book is designed for all tourism stakeholders and aims to upskill Tourism professionals
in Uganda to meet global standards.

Continuous training is vital for the tourism sector because it:

Enhances Knowledge: Keeps professionals updated on wildlife, conservation, and
local cultures.

Improves Customer Experience: Enables engaging and informative interactions.
Fosters Cultural Sensitivity: Promotes respectful interactions with diverse cultures.
Ensures Safety: Provides crucial updates on safety protocols and first aid.

Promotes Professionalism: Develops skills in communication, customer service, and
ethical practices.

Boosts Adaptability: Helps the industry respond to evolving trends.

Encourages Environmental Conservation: Educates on sustainable practices and
responsible travel.

Supports Career Advancement: Creates opportunities for professional growth and
leadership.

Facilitates Networking: Builds connections within the industry.

Increases Global Competitiveness: Attracts and retains tourists, strengthening the
national industry.

Our ultimate goal is to develop a skilled and competitive tourism workforce in Uganda,
establishing a sustainable tourism sector throughout the country.
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Kickstart Your Career in Tourism: Your Pathway to
the Industry

Looking to enter the tourism industry? This self-paced course offers a clear roadmap.
You'll gain an understanding of the tourism sector, discover various job roles, and learn
what skills are vital for success. The module also provides guidance on developing these
competencies, showcasing real-life journeys of young professionals, and offering
practical exercises to apply your knowledge.

What you'll learn:
e An overview of the tourism sector
o Key skills and their applications
o How to start your tourism career
e Insights from industry professionals

Keywords: tourism, career opportunities, skills, competencies

Career Perspectives in Tourism

Lesson 1: Diverse Opportunities in Tourism

The tourism sector is a vast and exciting field offering a wide array of career paths.
Opportunities generally fall into these categories:

e Management & Supervisory Roles: Typically require a university background.

o Operational Roles: Often filled by graduates from technical and vocational (TVET)
institutions.

o Customer-Facing Roles: Open to those with a secondary education and excellent
interpersonal skills.

e Tourism Business Implementation: No specific qualification is needed; anyone can
start and succeed in a tourism business based on their knowledge, skills,
performance, and experience.

Starting out can be challenging, but the effort is well worth it! Below, Joanna Umwiza, a
Tour Guide Driver, shares her inspiring journey in a traditionally male-dominated
environment.

Finding Passion in Tourism

Joanna Umwiza, though a Food Science and Technology major, discovered her true calling
in tourism. She secured a job as a Community Liaison Officer at Akagera National Park.
Despite initial fears common for a woman entering a male-dominated field, she was
warmly welcomed and encouraged by her male colleagues.



She recalled a pivotal moment in her job interview when asked if she could drive a
motorbike — a stark contrast to her previous secretarial role in Kigali. Confident in her
ability to adapt, she promised to learn. Within a year, she was skillfully navigating the
forest on a motorbike, returning from fieldwork, proving her capability and conquering
her fears.

Your Tourism Journey in Uganda: TVET vs. University Education

Thinking about a career in Uganda's vibrant tourism sector? That's fantastic! You have two
main educational pathways to consider, each leading to different, yet equally valuable,
opportunities. Let's explore which one might be the best fit for you.

TVET: Hands-On Skills for Immediate Impact

Technical Vocational Education and Training (TVET) is perfect if you're looking for
practical, hands-on skills to launch directly into operational or vocational roles within
tourism. Across Africa, and especially here in Uganda, TVET is increasingly vital for
equipping individuals with the specific skills needed to fill industry gaps and combat
unemployment.

If a vocational path excites you, here's how to get started:

o Research Local TVET Programs: Dive into what's available! Look up institutions like
Uganda Wildlife Research & Training Institute (UWRTI) in Katwe-Kabatoro,
Uganda Hotel and Tourism Training Institute (UHTTI) in Jinja, or various
polytechnics and community colleges offering tourism and hospitality courses. Pay
attention to starting dates, duration, entry requirements, and tuition fees.

o Attend Career Fairs: These events are a goldmine! Many TVET institutions showcase
their tourism and hospitality courses at career fairs held in Kampala and other major
towns. It's a great way to talk to instructors and current students.

e Connect with Tourism Businesses: Reach out to local hotels, tour operators, safari
lodges, and restaurants. Ask them directly about the specific training and skills they
look for in their employees. This can help you tailor your education to industry
demands.

University Education: Deep Dive into Theory and Leadership

Consider a university education if your aspirations involve roles that demand a deeper
understanding of tourism theory, strategic thinking, personal development, and advanced
professional skills.

Key aspects of a university path:

« Path to Leadership: A university degree, such as a Bachelor of Tourism, Bachelor of
Hotel Management, or related fields from institutions like Makerere University,
Kyambogo University, or Makerere University Business School (MUBS), might be
essential for higher management, policy-making, or academic positions within the
tourism sector.
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e Theoretical Foundation: University education is typically more theoretical,
providing a broad understanding of tourism concepts, research methods, and
industry dynamics, rather than focusing solely on specific job tasks.

e Entry Requirements: Generally, you'll need a Uganda Advanced Certificate of
Education (UACE) or its equivalent to gain admission. Specific cut-off points vary
by program and institution.

o Fees and Funding: While tuition fees are common, don't be deterred! Explore
options like government scholarships, private scholarships from organizations, or
student loans if available.

e Program Length: Bachelor's degree courses usually take two to four years to
complete, with postgraduate (master's and doctorate) options available for those
who wish to specialize further or pursue research.

No matter which path you choose, Uganda's tourism sector offers exciting opportunities
for dedicated and skilled professionals. Which direction feels more aligned with your career
dreams?

Do you want to know more about the education process? Read the story bellow:

Ange Bernice: Passion for Delivering Excellence

At 22, Ange Bernice pursued a degree in Hospitality and Tourism Management from Akilah
Institute for Women. She explained her decision was driven by a desire to deepen her
understanding and acquire the skills necessary to excel and deliver high-quality work within
the industry. Post-graduation, she aims to join any tourism-related organization—be it a
hotel, a tour company, or a government body—to demonstrate her capabilities and be a
valuable asset.

What do you learn from Ange?

More insights:

Students in tourism have broad internship opportunities across the entire sector, including
tour operations, travel agencies, and hospitality. It's much wider than just travel agencies.

Gaining hands-on experience is crucial for new entrants, and internships are the best way
to achieve this. We encourage students to intern in various roles, such as food and beverage
(restaurants, kitchens) or, for those pursuing hospitality management, in reception,
reservations, and event management. Direct customer interaction is a core part of this
industry, so practical experience through these hours provides vital exposure and opens up
future job opportunities.

The skills acquired in tourism, especially hospitality, are highly versatile and go beyond the
immediate sector. You can pursue careers as a hotel manager, front office manager, event
manager, or roles in tour operations, airlines, and transport. Interestingly, some of our
trainees even find success in fields like banking and finance, thanks to their strong customer
service, customer care, and understanding of client needs. The professionalism developed
in our industry is highly valued everywhere.
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Pursuing a University Degree in Tourism
If you're considering a university education for a career in tourism, here's what to do:

e Research Programs: Explore universities and their tourism-related subjects in your
region, both online and in person. Gather information on start dates, duration,
requirements, and costs.

o Explore Scholarships: Attend career fairs and actively look for scholarship
opportunities offered through international programs or foundations.

e Connect with Alumni: Reach out to university graduates to learn about their career
paths after studying tourism.

Recognition of Prior Learning (RPL) is a process where your knowledge gained from past
experience and jobs is formally assessed and certified, leading to an official qualification.
Key points about RPL:

e Mandatory for Some Roles: For certain tourism jobs (e.g., guides, marketing,
accountancy), official accreditation of professional qualifications or expertise might
be required to enter the field.

o Higher Earning Potential: Formal recognition of your knowledge can lead to better
pay.

e How it Works: RPL can be achieved through informal apprenticeships (involving
observation or work tests) or through national skills recognition systems, such as
those overseen by a chamber of commerce.

e Support Available: You can often receive support for the RPL process, including
information, advice, and assistance in identifying what knowledge to focus on for
recognition and how to prepare necessary documents.

Sometimes however recognition of prior learning is not required. Learn more from Greg
Bakunzi, a self-taught tour operator:

Greg Bakunzi

Starting as a local guide, | began leading tours to villages and national parks. These
experiences allowed me to build valuable connections and spread the word about my
services. | didn't rely on formal qualifications; my commitment and deep knowledge of
the local stories and natural attractions were my greatest assets. My ability to convey this
information clearly attracted visitors, who then asked questions, drawing more people in.

This marked a significant turning point in my career.

My efforts led to a well-paying job and empowered me to develop new ideas. | also
started employing others in my organization. Furthermore, | had the opportunity to travel
and connect with fellow professionals from around the world who shared similar pursuits.
If you want your skills and prior learning to be recognized:

1. Look for advice regarding the recognition of your skills.

2. Check out if the recognition is done through an informal apprenticeship or an official
system.
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3. Look for institutions responsible for the recognition.

4. Check out what documents are required, prepare the documents, and compile the files
neatly.

Entrepreneurship in tourism

Becoming an entrepreneur in tourism means you'll be a pivotal part of a small
organization, rather than a minor cog in a large one, offering immense opportunities for
professional growth.

Here's what you need to know:
e Freedom and Impact: Entrepreneurship can grant you significant freedom, allowing
you to develop your staff professionally and drive positive change within the
industry and your country.

e Clear Vision: A well-researched business plan is essential. It ensures your goals are
clear and your vision is easily understood by everyone.

e Legal Compliance: You must thoroughly understand and comply with the legal
framework governing your operations. This includes:

1. Registering your business and setting up a bank account.

2. Obtaining necessary tourism registrations and relevant licenses.

3. Ensuring continuous adherence to the law and awareness of administrative
regulations in your country.

e Networking: Stay connected with other professionals in the sector. Learn, exchange
knowledge, and collaborate to foster mutual growth.

See how experience in starting a business may look like:

Case Scenario

Starting as a tour guide in 2000, | eventually embarked on building a hotel in 2013, which
began operating in 2016. My extensive experience as a guide made me realize a significant
gap near Volcanoes National Park, prompting me to start with restaurants that ultimately
evolved into one of the most successful hotels in the area.

The biggest hurdles were acquiring the land and securing the capital for construction. My
journey proves you don't need to start big; | began small, saving enough from guiding to
buy land. The most crucial ingredient for success, especially in hospitality, isn't just seeking
money, but loving what you do first. Whether you're a waitress, receptionist, or tour guide,
passion for the job will naturally lead to other opportunities and rewards.

If you want to become an entrepreneur:
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4.

Check with Ministry of Trade to learn about business opportunities and legal
framework.

. Research institutions which are responsible for/deal with business set up.
. Look for entrepreneurial networks in your region as well as support from

educational / support services (e.g. alumni networks of universities).
Consider funding options for your business.

Lesson 2: Explore your Tourism Carrier Path

Ready to start a career in tourism? With various entry points available, answering the
following questions can help you determine the best fit for you:

1.

You're an active person who enjoys meeting new people and wants to work as a
tour guide or ranger. What level of education would you typically need?

. You're service-oriented and love working with people but prefer an office setting

to manage bookings, logistics, and customer support. Is a university degree
necessary for this?

. Your friend has been a room attendant for two years, excelling despite no formal

education in the field, and now wants to become a room service supervisor. What
advice would you offer her?

For which tourism role would you not necessarily need a degree in Tourism
Management?

. A friend, fluent in English and French, previously worked as an airport airline

operations manager but now seeks day-shift alternatives within the tourism industry
due to childcare. What are some possible job alternatives for her?

. From the list below, choose three essential soft skills for almost any job in tourism:

o Stress management
o Creativity

o Flexibility

o Organizational skills
o Presentation skills

o Empathy

Lesson 1: Summary

Tourism offers diverse employment opportunities, whether you prefer dynamic, people-
focused roles or office-based tasks. While the industry has unique aspects like shifts,
seasonality, and volatility—demanding flexibility and strong emotional intelligence—
passion makes the effort incredibly rewarding.
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Beyond tourism, the transferable skills you gain mean you can find opportunities in other
sectors too, especially when the industry faces challenges. As Darlene Umwiza, a Rwandan
business owner, wisely states, "Passion pushes you to do something. So, the first thing is to
know your passion and what you can do. When you work with passion, you will see long-
term and tangible benefits."

Tourism as an industry; Tourism worldwide

Tourism involves people traveling temporarily from their usual environment to other
places. As an industry, it provides services for business, pleasure, and leisure activities away
from home. It serves as a vital economic driver, creating numerous jobs, developing
national infrastructure, generating revenue, and fostering cultural exchange.
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Tourism is a vast industry offering diverse employment opportunities, no matter your
preference!

If you love being active and meeting new people, consider roles like a tour guide or tour
driver. Nature enthusiasts can find fulfilling jobs in national parks. For those with excellent
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interpersonal communication and sales skills, working in a souvenir and art shop might be
a great fit. If sharing the excitement of travel appeals to you, roles such as an airport check-
in agent or flight attendant could be ideal.

Prefer working from an office? No problem! Travel agencies and transport companies offer
numerous administrative and support positions. Opportunities are truly everywhere you
look.

Even during challenges like the COVID-19 pandemic, which impacted international travel,
the tourism industry adapted by focusing on domestic customers, creating new
opportunities for flexible professionals who continuously develop their skills.

Tourism in Africa

Africa boasts an incredible variety of landscapes, from towering mountains to vast plains
and deserts, alongside world-class beaches, diverse marine life, unique flora, abundant
wildlife, and rich cultural heritage. This makes it a compelling travel destination for
everyone.

However, not all African countries benefit equally from tourism. While South Africa, Egypt,
Morocco, and Tunisia are top destinations, countries like Cote d'lvoire, Namibia, Nigeria,
Mauritius, Rwanda, Uganda, and Zimbabwe enjoy steady tourism income and are actively
growing their markets. Within Africa, people primarily travel for education, medical
reasons, religious purposes, or to visit friends and family.

Understanding Tourists and Travelers

A traveler is anyone moving between different geographic locations for any purpose or
duration. A tourist is a specific type of traveler: someone taking a trip for less than a year
to a main destination outside their usual environment, for purposes other than
employment, and whose trip includes an overnight stay in a different country. This also
includes business travelers whose main purpose is professional.

We can categorize travelers by their trip's purpose (e.g., cultural, adventure, medical), or

by other criteria like activity type (passive vs. active), preferred location (coastal, rural,
mountains), or age group (youth, families, elderly).
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Contribution of Travel & Tourism
to African GDP and Employment:

North Africa

- Tourist arrivals 2019: 26.3 million

- Contribution to GDP: 61 billion US-Dollar
- Contribution to Employment: 9.3%

Sub-Saharan Africa
- Tourist arrivals 2019: 44.9 million
- Contribution to GDP: 107 billion US-Dc
- Contribution to Employment: 6.4%

TOTAL:
TOURIST ARRIVALS: 71.2 MILLION
CONTRIBUTION TO GDP: 168 BILLION US-DOLLAR

TYPES OF TOURISM

Business

Domestic

Unexpected Tourism

Did you know you're also a tourist when you visit relatives in another city or
grandparents in a village? This is a common form of "unexpected" tourism.
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There are many diverse types of tourism that might not immediately come to mind,
including:

Religious tourism and pilgrimages
Visiting family (often domestic travel)
Medical tourism

Food and culinary tourism
Agro-tourism

Honeymoon tourism

Fashion tourism

Political tourism

Science tourism

Wellness tourism

Lesson 3: Types of tourism

Over 100 Types of Tourism: Key Categories

With over a hundred types of tourism, here are some of the most relevant:

1.

w
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Recreation and Leisure: The broadest category, encompassing many niche interests like
cultural tours, adventure travel, medical tourism, nature-based trips, local exploration,
safaris, backpacking, birding, biking, sports events, and more.

Outdoor Tourism

Nature-based Tourism: Activities such as birdwatching, photography, stargazing,
camping, hiking, hunting, fishing, and visiting parks. Have you tried any of these?
Adventure Tourism

Sun and Beach

Cultural Tourism

Business Tourism

MICE (Meetings, Incentives, Conferences, and Events)

Wellness Tourism

10. Health Tourism

Lesson 3: Working in tourism — what is the experience like?

The tourism industry is a dynamic sector with countless moving parts, from
transportation to marketing and entertainment, meaning you're likely to find your
perfect niche.

Beyond that, working in tourism offers many motivating factors:

Excitement: It's rarely a typical 9-to-5 job. Every day brings new people and
unique experiences.

Growth Potential: Even if you start at the bottom or lack specific hard skills,
there's ample opportunity for promotions, raises, and personal development.
People Interaction: If you enjoy connecting with others, this field is ideal. You'll
work closely with diverse individuals, including people from various cultures.
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o Language Learning: It's a fantastic environment to learn and practice new
languages.

o Flexible Work: You can often find part-time opportunities, allowing you to pursue
further education or diversify your career, especially during off-peak seasons.

« Travel Opportunities: Many roles, like travel agents, flight attendants, and
salespersons, offer chances to travel and experience new destinations.

« "Extra Sell" Potential: As a guide or assistant, you can introduce clients to products
or experiences they didn't even know they wanted.

« Extra Rewards: When you pour your passion into your work, customers often
have more enjoyable experiences and may reward you accordingly.

o Entrepreneurship: Starting your own business is common in tourism, offering a
direct path to entrepreneurship.

Understanding the Challenges in Tourism
Working in tourism comes with its own set of demands. Be prepared for:
1. Relocation
2. Working under pressure
3. Emotional labor
4. Dealing with complaints
5. Competition
6. Time away from home
7. Varying payment structures
8. Irregular working hours
9. Volatility (due to external factors)
A Tour Guide Driver from Rwanda highlights these challenges:

"Sometimes, tourists ask questions you don't know the answer to, which means you have to
research deeply. This isn't a job where you can be idle; you constantly need to dive into books
about animals and life in general to find answers. This job requires you to let go of laziness; it's
not for those who like to sleep—you have to be an early riser. It's also a job that's constantly
changing with no fixed schedule. So, it's for people who are hard workers and aren't afraid of
putting in the effort."

Why Good Service is Essential in Tourism

Delivering excellent service is paramount in tourism because it directly leads to satisfied
customers. Happy clients are your best advocates; they'll recommend your services to friends
and post positive reviews online. Conversely, a negative experience can quickly spread, often
online, damaging your reputation.
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Service is a major factor in how customers choose where and on what to spend their money. To
meet their expectations, you need to understand their preferences, customs, and habits.
Demonstrating respect and friendliness is key, even if it sometimes requires managing your
own emotions (what's known as "emotional labor").

Customer Journeys and Workplaces

Lesson 1: Customer journey to introduce different workplaces

The Customer Journey

From a guest's perspective, the complete service experience is a process called the "customer
journey." This journey involves various phases and steps where guests interact with
different services.

Lesson 2: Diverse Workplaces in Tourism

The vast tourism industry offers attractive job opportunities for individuals with diverse
skill sets and preferences regarding work environments, hours, and customer interaction.
Here's a look at common workplaces:

o Destination Management Companies: Click to explore the jobs and skills required.

e Airports: Click to learn about jobs and necessary skills.

e On Tour: Click to discover roles and skills needed when accompanying tourists.

« National Parks: Click to find out about jobs and skills in a national park setting.

e MICE (Meetings, Incentives, Conventions, Exhibitions): Explore the jobs and skills
needed in this specialized sector.

Competencies and Skills: The Power of Soft Skills

Now that you're familiar with various tourism types, workplaces, and jobs, let's delve
into the essential skills and competencies for success. We'll start with soft skills.

Soft skills are personality traits that enable effective interaction with others. They're not
about what you know, but how you conduct yourself in different situations. In tourism,
soft skills are crucial for delivering excellent customer service. Quality service often hinges
on good time management, empathy, and effective communication, among other
attributes.

Key Soft Skills for Tourism:
Social Skills:

e Networking

e Teamwork

¢ Communication
e Empathy
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o Positive attitude

e Cross-cultural understanding
o Flexibility

e Working under pressure

e Customer service

Organizational Skills:

o Multitasking

e Problem-solving

e Stress management

e Social marketing

e Decision-making

e Planning and coordination
e Delegation

e Prioritizing

A Tour Guide shares insights on the social skills essential for her job:

"To be a tour guide, you first need passion—that's what makes everything easier. There
are challenges, though, like networking. Personally, | struggled with it and didn't have
access to materials like field guidebooks. But don't let challenges stop you. Start by
networking with those close to you; they can help connect you to more experienced
people.

While networking is important, you also need to do your research to be competitive. Go
into the field yourself sometimes; some trips are inexpensive or even free. Explore, learn,
and train yourself. Take friends on free trips and explain things to them—it's like building
your capacity."

Lesson 3: Knowledge is key (hard skills)

Understanding Hard Skills in Tourism

Now, let's explore hard skills—the specific, teachable abilities that allow you to perform
job duties, often involving tools, equipment, or software. Given the diverse professions
within tourism, the required hard skills vary accordingly. Both engineering and artistic skills
can find application!

Here are some examples of hard skills crucial for specific tourism jobs:

o Technology Proficiency: Expertise with reservation or booking systems (e.g.,
Amadeus, Sabre, Expedia), general computer proficiency, internet research, MS
Office applications, and data management systems.

« Digital Marketing: Knowledge of online marketing strategies and media skills.

o Practical Skills: Language proficiency and first aid skills.
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o Specialized Knowledge: Understanding of nature conservation, relevant laws and
regulations, and excellent regional knowledge.

These hard skills can be acquired through higher education, vocational training, short-term
courses, and on-the-job experience.

As Elie Niyitega, Assistant Lecturer at IPRC-Kitabi, notes, "Tourism industry is evolving and
expanding steadily. There are so many opportunities in this sector!"

Digitalization's Impact on Tourism Jobs

Digital technologies are fundamentally transforming the tourism industry. The rise of online
platforms like Booking.com and Airbnb.com simplifies direct service sales to customers.
These shifts present both challenges and opportunities:

e Jobs primarily connecting customers with service providers may become less
demanding, but individuals can upskill to new roles (e.g., online platform
administrator).

e There's a growing number of opportunities for independent contractors who
complete specific tasks, often remotely.

Digitalization is a key driver for professional development in tourism, making digital skills
essential. These often combine with Science, Technology, Engineering, and Maths (STEM).

Examples of critical digital skills include:

« Digital Media Skills: Web/animation design/development, information technology,
big-data analysis, and geolocation technology on portable devices.

o Computer Skills: Advanced accounting software (for accounts clerks), airport/airline
software systems (for passenger check-in staff), reservation software systems (for
travel agents/receptionists), and broad system/software knowledge (for systems
administrators).

« Social Media Skills: Crucial for roles like marketing executives and e-marketing/social
media specialists.

Lesson 4: Use your skills in other industries

Applying Your Tourism Skills in Other Industries

Many of the essential soft and hard skills you gain in the tourism industry are highly
transferable to other sectors. Transferable skills are abilities developed in one job that can
be effectively applied in another.

Transferable Soft Skills:
Tourism professionals often possess strong:

« Work ethic
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Intercultural communication and ability to relate to diverse people
Attention to detail

Verbal communication

Planning and flexibility

Organization and time management

Teamwork

Customer service

Conflict resolution

Problem-solving

Transferable Hard Skills:

Many technical skills from tourism are also widely applicable, such as:

Don't limit yourself to just tourism! Think outside the "tourism box." Continuously learn
and develop skills that can open up new opportunities for you, whether within the tourism

Rhetoric and a broad vocabulary
Proficiency in foreign languages

Knowledge of finance and accountancy

Software proficiency (e.g., MS Office applications, accounting, and scheduling

software)
Marketing and social media expertise

Sales and customer service techniques

sector or in related industries.
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The Art of Guiding: Core Principles for Tour
Professionals
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MODULE 1: Roles and Responsibilities of the
Guide Profession

Explore the World of Visitor Guiding!

This course is designed for current and aspiring guides, as well as anyone curious about the
profession.

What Will You Learn?

By the end of this course, you'll be able to:
e Clearly understand the diverse roles and responsibilities of a visitor guide.
o Discover the essential requirements for becoming a successful visitor guide.

o Explore various specializations within the field and learn crucial dos and don'ts of the
profession.

Keywords: Sustainability, visitor guiding, responsibilities, requirements for visitor guides,
specializations

Introduction to Being a Visitor Guide

So, You Want to Be a Visitor Guide?

This course is your gateway to understanding the exciting and dynamic world of visitor guiding.

Lesson 1: Introduction to Visitor Guiding

Hello and welcome to this e-learning course on Visitor Guiding. My name is Sarah, and I'll be
guiding you through the course. I'm originally from the UK, but I've been working as a visitor
guide around the world for many years, most recently mainly in Uganda.

I'd like to work with you to address a variety of visitor guiding topics in eight learning units.
These include introductory themes such as the distribution of roles and responsibilities, as well
as other key topics such as visitor group management and health and safety.

Of course, | won't neglect practical application. Together we'll take a look at the skill sets visitor
guides need to have. This section will also include sensitive topics such as customer complaints
and emergencies. I'll also highlight two types of visitor guiding in particular: culture guiding and
nature and adventure guiding. Although very different, they both offer their own charms and
challenges.

The eight learning units function independently of one another, so you can work on them in any
order, although I'd recommend starting with unit 1. And there's no need to worry that you'll
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now have to listen to hours of lectures from me. Far from it. All the units contain a variety of
texts, podcasts, video tutorials, and webinars filling them with life. On top of that, we have
some fascinating interviews with experts, which you'll also find in the learning units. And
there'll be a task or two for you too.

So let's get started with the first learning unit. This unit focuses on the roles and responsibilities
of the guide profession. We'll take a look at a visitor guide's tasks and find out what the
requirements of the profession are. We'll also look at changes in the tourism industry and the
impact they have on the profession. So let's get started!

"Mastering Local Wildlife" as a directive for a visitor guide implies acquiring an in-depth
understanding of the native flora and fauna. This encompasses knowing the various species of
plants, animals, birds, and insects that are indigenous to Uganda's diverse ecosystems. Here's
what it means for a visitor guide:

o Expertise in Species Identification: A visitor guide should be able to identify and
provide information about the different wildlife species encountered during safaris. This
includes knowledge of both common and rare species.

o Behavioral Insights: Understanding the behaviors of local wildlife adds depth to the
safari experience. Guides should be able to explain animal habits, migration patterns,
and interactions within their natural habitats.

o Environmental Significance: Guides should convey the ecological importance of various
wildlife species to tourists. This includes explaining their role in maintaining the balance
of ecosystems and contributing to biodiversity.

o Conservation Awareness: Mastery of local wildlife involves being aware of conservation
challenges and initiatives. Guides can educate tourists on the importance of preserving
these species and their habitats.

¢ Enhanced Tourist Engagement: Providing detailed information about the wildlife
enhances the engagement of tourists. Guides can share interesting facts, stories, and
ecological connections, making the safari more informative and enjoyable.

¢ Adaptability to Seasons: Wildlife behavior can vary with seasons. A well-versed guide
should be able to adapt their narrative based on the time of year, considering factors
like migration, breeding seasons, and climate.

o Safety Considerations: Understanding the behavior of wildlife is crucial for ensuring the
safety of tourists. Guides must be able to anticipate and manage situations where
wildlife encounters could pose risks.
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¢ Cultural Significance: Some wildlife species may hold cultural significance in local
communities. Guides should be able to share cultural stories and traditions related to
certain animals, enriching the cultural experience for tourists.

o Responsible Tourism Promotion: By mastering local wildlife, guides can contribute to
promoting responsible tourism. This involves educating tourists on ethical behavior
during wildlife encounters and the importance of minimizing their impact on the
environment.

¢ Passion and Enthusiasm: Mastery of local wildlife is not just about knowledge; it's about
passion. Guides who are genuinely enthusiastic about the wildlife they showcase can
inspire tourists and foster a deeper appreciation for Africa's natural treasures.

Lesson 2: Introduction to Visitor Guiding

Insights

Visitor guides handle a wide range of responsibilities, from looking after groups to managing
logistics and upholding health and safety standards. They also need to be adept at sharing
information, explaining, and educating people about the historical, geographical, geological,
political, and biological aspects of the places they visit.

However, there isn't a universally defined job description or formal entry requirements for the
visitor guide profession. So far, standardized training requirements don't exist across countries.
Some nations, though, have put specific qualification frameworks in place and offer nationally
accredited visitor guiding training courses. These help regulate access to guiding jobs within the
travel industry. It's therefore important to check in advance what formal qualifications are
expected in your country. In Uganda, for example, most companies might expect you to have
specific regional knowledge or relevant training.

Because of the diverse and challenging nature of their work, visitor guides need to possess a
wide array of knowledge and skills.

Beyond these, there are often company or country-specific requirements, as well as particular
qualities that are essential for the role. Many tour operators prefer their guides to have a
higher education, such as a bachelor's degree. And most companies expect applicants to have a
broad range of skills and competencies. I've summarized these skills and competencies in the
following lesson.
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What it Takes to Be a Visitor Guide

Lesson 1. Skills and Competencies

e Resilience / Working Under Pressure: Possessing a higher-than-average physical and
psychological capacity to handle demanding situations.

¢ To Be Knowledgeable: Visitor guides need extensive knowledge about local
backgrounds.

o Excellent Organizational Competencies: The ability to effectively organize daily
programs, manage relationships with multiple stakeholders, and cater to customers.

¢ Very Good Language Skills: Proficiency in English and local languages is essential, with
knowledge of customers' languages being desirable.

o Excellent Verbal Communication Skills: Skillfully presenting information and
communicating effectively with a diverse range of customers and service providers from
various backgrounds.

¢ Methodological Knowledge: The capability to provide clear instructions and plan
engaging visitor guiding programs.

e Customer Service Skills: An empathetic approach to customers'/participants' needs,
showing sensitivity and understanding, especially when problems arise.

¢ Conflict-Related Skills & Leadership: Demonstrating patience and the ability to remain
calm in stressful situations, accepting criticism, working well under pressure, and
effectively moderating and mediating conflicts.

o Ability to Work Well with Others: Collaborating effectively as part of a team and with
service providers such (e.g., coach drivers, hotel staff, local visitor guides, etc.).

o Self-Initiative Behavior: Being flexible and open to change, adaptable to evolving
circumstances, maintaining good health and self-confidence, and showing a willingness
to improve quality through professional development and training.

e IT and Administrative Skills: The capability to perform basic tasks on a computer or
handheld device, and to utilize different media and technology.

Now it's up to you! You've gained an overview of the required skills and competencies. What
are the requirements in Uganda, and how many of these skills and competencies could you
already check off on a list? To find out, I've put together some tasks for you here.

Research
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Research the job entry requirements for visitor guides in Uganda. Identify potential employers
and inquire about company-specific skills and competencies required for the role.

Identify

Identify training courses and professional development opportunities for visitor guides in
Uganda.

Write

Write your own skills checklist, identifying which visitor guide skills you possess. Which areas of
competencies are you still lacking or would need further training?

Further material can be found on the websites of relevant tourism associations and
professional visitor guide organizations.

Lesson 2. Tasks and Responsibilities of a Visitor Guide

Success Factor

A visitor guide's main goal is to ensure the success of a trip or any part of it under their watch.
Their duties begin even before the group arrives, with thorough preparation and planning. Their
responsibility extends to the overall success of the tour, from when it starts, throughout its
duration, and even after it ends with follow-up tasks.

Representative

Visitor guides act as representatives for the travel company or tour operator. They uphold the
company's interests and manage all administrative duties. They also serve as a go-between for
the travel agent and partner agencies.

Contact Person

They are the primary point of contact for customers' problems and complaints, which they
must resolve on-site and report back to the travel organizer. They also ensure ongoing quality
control of the travel product. Their reports and on-site observations help to improve the travel
experience for future visitors.

The Tasks of Visitor Guides Include:
e Management and accomplishment of the tour and its components.
o Leadership, supervision, and safeguarding of participants.
¢ Delivering factual content and information.
e Interpreting the cultural and natural heritage of Uganda and its regions.

o Representing Uganda and facilitating intercultural understanding and learning.
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¢ Assessment of the travel product, circumstances, and service providers, ensuring
quality assurance.

e Advice and communication, including guidance on vacation planning and the sale of
additional services.

o Developing new travel ideas, tour programs, and products, along with identifying
service providers and attractions.

e Administration and organization, handling complaints, reporting, and evaluation.

e Respecting the authenticity of heritage sites by communicating the significance of their
historic function and cultural value.

e Avoiding inaccurate or inappropriate interpretation, including the use of preconceived
notions, cultural clichés, and historical versions that are ethnocentric, culturally, or
nation-centric.

e Preventing inappropriate and irresponsible behavior from tourists towards sites and
local populations.

These duties and responsibilities are all well and good in theory, but what does it actually look
like in practice here in Uganda? | asked a colleague of mine from Georgia about this and asked
him to tell us about his experiences on this topic and about his work as a visitor guide in
Georgia. You can watch the video here.

Guidance for Visitor Guiding

It all starts with an idea. A visitor guide needs a clear vision of what they'll present to the
tourist. Every tour must have a distinct message — a narrative framework where specific places,
streets, paths, and buildings serve as background or main discussion points. And, of course, the
ending! The starting and ending points should fulfill the tour's final mission and core idea. To
make it more memorable, a tour should always include at least one or several top stories,
places, legends, or adventures.

During the tour, the visitor guide is the most reliable and responsible person. Therefore, their
messages must be crystal clear and understandable, and the information and tips they provide
to guests must be meaningful. These are the fundamental aspects.

The main element during a tour is information, but it's incredibly diverse. If the guide tells jokes
to entertain the group, they must consider the guests' varied backgrounds. Not everyone will
perceive a joke in the same way.

Another crucial aspect is body language. Guides often use their hands to point and give
directions. However, we must also be mindful of our gestures to avoid misinterpretations, as
some gestures mean different things in various cultures.

30



Regarding visual aids like pictures and maps, they are always welcome because they clarify
historical movements and moments of a specific place. The guide should carry some pictures to
show at relevant times and locations. The location itself also plays a crucial role. There are
certain spots in cities, villages, or wherever tourists are, that are strategically chosen. First, for
managing group size, whether it's large or small. Second, for the background view offered from
that perspective. So, think about the places, and of course, think about timing, because staying
in one spot for more than 10 minutes can be boring for some.

In my opinion, every visitor guide must know at least some basic facts about the historical and
cultural heritage, as well as the natural context, of the country. Guests might ask questions
about these topics. Plus, a tour becomes more interesting and fascinating when the guide
touches upon the historical, cultural, and natural diversity of the country. It's always worthwhile
for the guide to share essential information about Uganda to help guests connect it to what
they already know. For instance, Uganda boasts incredible national parks, and it's home to
some of the world's most diverse wildlife.

There are two main types of tours: paid tours and tip-based tours. Paid tours have set prices
that include travel costs, food, museum tickets, and so on. Tip-based tours, however, rely
entirely on the guests' generosity. So, the guide must clearly explain the concept of a tip-based
tour before it begins.

Being a visitor guide isn't just a job; it's a fascinating way of life that allows you to discover new
things and transform them into valuable information for guests. You might also find new
inspiration to create new routes or to enhance and make your tours even more interesting and
engaging.

It's always a good idea to set up an email-based registration system. This makes it easier for the
guide to communicate with guests, provide all necessary information and tips, and subsequently
receive more positive reviews on social networks.

Lesson 3. Importance of the Visitor Guide

The planning and execution of a trip involve various services. Let's break down the tasks
associated with each:

e The Tour Operator: They handle the trip's planning, organization, and accounting. This
includes advertising through brochures, magazines, websites, and the internet,
establishing contacts with travel agencies, and training visitor guides.

¢ The Travel Agencies: These agencies connect with customers, mediate between the
customer and the operator, provide detailed explanations of destinations, and send out
travel documents.
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o The Service Providers: These are the entities that deliver services on-site on behalf of
the organizer, such as hotels, restaurants, local agencies, bus companies, and visitor
guides.

These individual services are brought together by the visitor guide, sometimes in cooperation
with local visitor guides, to create a unique travel product. Therefore, visitor guides play a vital
role for the company, the customer, and the country being visited.

I've summarized the importance of the visitor guide for the company, the participants, and
Uganda in the sections below.

Visitor guides hold a special position among the tour operator, participants, and service
providers, and they are also crucial for the country being visited. With this in mind, I've
prepared two tasks for you:

o Triangle: Consider the organizer, service provider, and customer as a triangle. Describe
where you would position yourself as a visitor guide within this triangle.

o Describe: Detail the visitor guides' services and main benefits for: The Tour Operator,
customers/participants, and Uganda.

Importance of the Visitor Guide for Uganda:

e Providing balance and mediation between the interests of the organizer, customers, and
local service providers.

e Serving as a representative of their people, acting as a diplomat for their country of
origin.

o Building a positive image for Uganda and reducing prejudices.
Importance of the Visitor Guide for the Participants:
e Acting as an organizer and friendly assistant for all guests.
¢ Implementing the advertised program and providing all promised services.

o Offering ongoing support in case of problems (e.g., considering needs of diabetics or
vegetarians, handling accidents and injuries).

e Maediating understanding between guests and the foreign country and culture.

e Providing competent advice (including leisure activities, restaurants, and shopping
opportunities).

¢ Assisting with language difficulties.

¢ Serving as the sole contact person (representative) of the organizer to communicate
needs, expectations, questions, and complaints, ensuring guests don't feel alone.
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Importance of the Visitor Guide for the Company:

e The visitor guide is usually the only representative of the tour operator with whom
guests interact, creating a crucial image effect for the company.

o Controlling service providers on-site, ensuring quality control and assurance.
e Successfully fulfilling the advertised program.
e Professionally and immediately processing and resolving customer complaints.

o Flexibly rearranging or offering alternative designs for the tour program in difficult
situations.

e Providing procurement support (e.g., suggestions for alternative travel
accommodations or program items).

e Protecting the company's interests when dealing with service providers and customers.
The Requirements for Being a Visitor Guide

Lesson 1. Legal Requirements of a Professional Visitor Guide in
Uganda

In every profession, professionals are guided by a Code of Conduct/Ethics and are expected to
meet certain legal requirements. In this section of the learning unit, | would like to take a closer
look with you at the Code of Conduct/Ethics and Code of Visitor Guiding Practice, as well as
other legal requirements for the visitor guide profession in Uganda.

Employment Law:

When companies hire individuals to represent and work for them, they must adhere to specific
Ugandan labor legislation. Some of the legislation affecting employment for visitor guides in
Uganda could include: employment contracts, redundancy procedures, wrongful or unfair
dismissal, occupational health and safety standards, and equal opportunities.

Legal Contracts:

A contract is a defined agreement between two or more parties and is intended to be legally
binding. Failure to meet the terms of a contract constitutes an offense against civil law. This
would necessitate compensation or damages for reasonable costs. Such cases can be assessed
by a court of law or settled privately between the company and the customer.

Visitor Guide Insurance:

Visitor guides in Uganda are generally expected to have liability insurance and, where
applicable, insolvency protection as basic legal cover. Additional coverage (e.g., for accidents,
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iliness, sickness, incapacity, or legal cover) is advisable. Tour operators may request additional
insurances depending on Ugandan national legislation and requirements, as well as the
customers' country of origin. Depending on the type of contract between the visitor guide and
the tour organizer (employed or freelance), visitor guides may be covered under the tour
organizer's insurance scheme for, for example, accidents and injuries, sickness cover, or public
liability.

Definition / Types of Legal Contracts

Every creative endeavor requires that you take risks. If you try and don't succeed, you've still
learned something. It took Thomas Edison more than 10,000 tries to invent a viable lightbulb.
You're not failing. You're discovering what doesn't work.

Example: International Standards and Local Compliance

While not legally bound by directives from outside Africa (like the European Package Travel
Directive), Ugandan tour operators and visitor guides often engage with international partners.
European operators, for instance, will expect their Ugandan suppliers to have relevant liability
insurance in place to ensure their customers are protected according to international best
practices. This demonstrates how global standards can influence local operational requirements
for visitor guiding.

Definition: Ethics and Ethical Behavior

¢ Ethics: Moral principles, standards of conduct (behavior), or a set of values governing
proper behavior in the workplace. These are moral rules, ways of behaving, or a set of
values that demonstrate proper behavior in the workplace.

o Ethical behavior: Always acting within rules of correct moral behavior or following
acceptable professional ways of doing things.

The legal requirements are an important topic that you need to know about as a visitor guide in
Uganda. | have therefore created some tasks that can serve as a guideline for you to deal with
this topic:

1. Research and identify the legal employment framework for Visitor Guides in Uganda.

2. Research professional Visitor Guide associations in Uganda, their entry requirements,
and membership benefits.

3. Research the Code of Guiding Practice in Uganda. Alternatively, if your organization
doesn't have one, write a Code of Conduct for your organization.

4. Study data protection principles relevant to handling customer information. In
Uganda, this would involve understanding the Data Protection and Privacy Act, 2019.
What can you do with customers’ data and what not?
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More Insights into Visitor Guiding in Uganda

Welcome to our first expert interview. Today, I'd like to welcome Florian Dukic, with whom I'll
be discussing the topic of legal requirements in visitor guiding. We'll focus in particular on the
contracts which need to be drawn up between individual parties. And that leads to my first
qguestion: Who does a visitor guide typically agree contracts with here in Uganda?

Well, that depends very much on the size of your business. Of course, regardless of your size,
you will have service contracts in place. Those service contracts are concluded with your end
consumer clients as well as your business tour operator clients. These are the most central
contracts that you will have in place. If you're a larger business, you may have employees, so
you will have employment contracts defining the duties and obligations of your employees, as
well as their rights towards you. Moreover, if you're a larger business, you may have
subcontractors who, on your behalf, provide services to your clients. And of course, these
subcontractors will then have their service contracts which define the services that they owe to
you.

So there are clearly several parties that can play a role. What kind of content do these contracts
typically contain?

Well, if we look at the service contracts, those being the most central ones, you would of
course typically define your duties and obligations as regards your services in those contracts.
You would have warranties in place, if those are required. You would have regulations that
pertain to questions of liability and indemnity in place. And very importantly, you will have
financial conditions, payment conditions, conditions as regards your remuneration, as well as
cancellation policies in place in those contracts.

Now here's something I've always wondered about. Are individual visitor guides generally fairly
free when it comes to drafting their service contracts in Uganda?

Yes, in general they are. They are fairly free to define the contents of their contracts, but
factually, as well as legally, there are restrictions. If we look at the legal restrictions, especially
consumer law in Uganda, for example, may dictate certain elements that you need to be
compliant with. You have to look into the law, what the law tells you, as regards consumer law,
rights that your private and consumer clients may have. Moreover, you may underlie certain
factual and commercial restrictions. Those commercial restrictions will normally be dictated by
your business clients. They may be the larger businesses, and they may then dictate what
exactly they require from you. And you are of course free to define what you want to do. But
you have competition, and you would have to look whether you are prepared to comply with
their demands or whether this is not possible for you.

It's really interesting to see what a visitor guide needs to take into account. Is there anything
else they need to consider?
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Well, very importantly, what you would want to consider is applicability of law as well as
jurisdiction, especially if you are working on an international basis with tour operators that are
domiciled abroad. Moreover, of course, what's very important is that you have provisions in
place that ensure the mitigation of your default risk, meaning that, ideally, you should have
payment conditions in place that ensure a certain degree of payment, ideally, before you
provide your services or shortly after you provide your services. You don't want to run after
your money. Moreover, force majeure clauses may be very relevant. Just look at COVID and
COVID-related problems. Many contracts didn't include force majeure clauses, and that in turn
led to a lot of turmoil and confusion.

That's given us some great insights into the topic. Many thanks to you, Mr. Dukic, and many
thanks too to our viewers. I'm already looking forward to our next conversation.

The legal requirements are an important topic that you need to know about as a visitor guide in
Uganda. | have therefore created some tasks that can serve as a guideline for you to deal with
this topic:

e Research and identify the legal employment framework for Visitor Guides in Uganda.

e Research professional Visitor Guide associations in Uganda, their entry requirements,
and membership benefits.

¢ Research the Code of Guiding Practice in Uganda. Alternatively, write a Code of
Conduct for your organization.

Lesson 2. Definitions and Career Paths in Visitor Guiding in Uganda

The term "Visitor guide" and its definition can vary between countries and according to specific
requirements and responsibilities. The standing of this position within Uganda's tourism sector
is usually shaped by vocational associations, common practices, and by legislation. In tourism
terms, reference to a person involved in tours and working with tour participants are carefully
distinguished. There are three different professions:

Behind the tiles, | have noted the respective definitions for these professions for you.
Tourist Guide (or Visitor Guide)

A Tourist guide or Visitor Guide is a person who guides visitors in the language of their choice
and interprets the cultural and natural heritage of an area within Uganda. This person normally
possesses an area-specific qualification, usually issued and/or recognized by the appropriate
authority in Uganda. A Tourist guide is synonymous with a local visitor guide, because their
obligations and functions on tour are the same.

Tour Manager
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A Tour manager is a person who manages and supervises the itinerary on behalf of the tour
operator, ensuring the program is carried out as described in the tour operator’s literature and
sold to the traveler/consumer. This person also provides local practical information.

Tour Escort
A Tour escort is a representative of a tour operator providing basic assistance to travelers.

The professions shown, especially that of the visitor guide, are often specialized and place a
corresponding focus on the content of the tour. In Uganda, you might encounter:

e On-site guides: Conduct a tour of a specific building or limited area/attraction, such as a
particular museum or a section of a national park.

e City guides: To explore a city like Kampala or Entebbe by coach, van, taxi, hop-on/hop-
off bus, or walking tour, city guides point out and comment on the city's highlights and
attractions.

o Driver guides: Are city guides or visitor guides who also drive the vehicle, commonly
found on safaris in Uganda.

e Personal or private guides: Might be taxi drivers using their vehicle for private/exclusive
tours, offering a more bespoke experience.

o Specialized guides: Have particular, highly unique skills, for example, leading hiking or
bike tours in the Rwenzori Mountains, or white-water rafting or canoeing on the Nile.
These often involve more physically demanding or unusual activities.

¢ Step-on guides: Are specialists who join a group to provide expert and informed
commentary about a city or attraction, for instance, at a historical site.

o Shore-excursions guides: Provide excursions for visitors arriving via cruise ships on Lake
Victoria or other waterways (though less common in Uganda compared to coastal
nations, this principle applies to lake cruises).

¢ Shore-excursion managers: Are responsible for promoting and selling excursions for
cruise ships.

Different countries have different meanings for each of these terms, and have different legal
settings and requirements for visitor guides and their education. This is also true for Uganda.

Recap: What was that again?
1. Describe the difference between a visitor guide, a tour manager, and a tour escort.

2. Research the visitor guide profession in Uganda. What are the terms you use? What are
the legal and educational requirements for each guide profession here?
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Being a Visitor Guide

Lesson 1: Facilitator or Animator?

Description

Visitor guides handle a variety of tasks during a tour in Uganda. This ranges from ensuring
organizational and administrative management, along with health and safety, to informing,
explaining, and teaching guests about the country and culture they're experiencing. They use a
diverse set of skills to meet customers' needs for information and to facilitate their
understanding of the foreign culture.

A different, more playful approach to sharing information and content involves using animation
in visitor guiding. Animators come from very diverse backgrounds. This could include, for
example, sports or gymnastics. However, a background in the arts is also a great advantage for
many animators, covering not only music and dance but also handicrafts. Some animators also
have an extended technical background and are well-versed in photography, video, and other
media. Lastly, there are animators with a background in social education, such as childcare.

Play is a key element of animation, often engaging all the senses. Experience with play can be
incredibly helpful for visitor guides when welcoming guests and introducing themselves and
others. An entertaining and playful style can be useful for conveying information or to entertain
guests during any waiting periods.

Types of Animation

There are a number of ways to include animation in a guided tour. I've summarized a few ideas

for you here:

1. Movement and sport: For instance, a morning stretch, a cultural dance lesson, or a
short bike ride.

2. Social and communication: Think about organizing themed parties, friendly
competitions, short guided walks with storytelling, or engaging lectures on local topics.

3. Education, discovery, and experience: This could involve treasure hunts, nature trail
explorations with quizzes, or engaging talks by local experts.

4. Creative musical activities, hobbies: Encouraging dancing to local music, trying
traditional instrument making, or engaging in local crafting activities.

5. Adventure, closeness to nature, unusual and elementary experiences: Exploring nature
trails with interactive quizzes, or even simple observational challenges in a wildlife park.
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6. Calm, reflection, meditation: Perhaps playing soothing Ugandan instrumental music
during a coach ride, or facilitating a reflective summary at the end of a tour day.

7. Children's club: Activities specifically for children, such as mini-clubs, children's parties
with traditional games, or storytelling sessions based on Ugandan folklore.

While tourist destinations and resorts in Uganda often use on-site animators to stimulate and
engage customers through active play, discovery, or musical activities, some visitor guides
might face obstacles or challenges in embedding animative elements. These could include
space restrictions in a hotel/site/coach or time constraints within a tight travel program.

You've now heard some examples and suggestions of what's possible with animation. Below,
I've formulated some food for thought for you:

¢ Think: Think of an example of a discovery or creative musical activity that you could
incorporate into a tour in Uganda. Consider traditional songs or experiences unique to
your region/country.

o Discover: Is there a place or stop on a trip where you could involve the guests in a game
or playful exploration?

¢ Role Play: Ask a friend or colleague to take part in an animative activity you've planned
and prepared. Use their feedback to improve your performance.

Lesson 2. Making a Great First Impression as a Visitor Guide

Your initial impression as a visitor guide is incredibly important for building positive
relationships with your guests. Remember that people on group tours often appreciate a more
traditional approach and place high value on professional appearance. Looking well-groomed
signals respect for your guests, which is key in Uganda's hospitality sector.

As a representative of your travel company, your appearance and presentation also affect your
"status" and reputation with local service providers.

| know from personal experience that it can be tough to objectively assess your own
appearance. Here's a task to help you out:

e Role Play: Practice your introductory talk with a friend or colleague. Pay close attention
to your posture, gestures, facial expressions, and eye contact. Aim to find the right
balance of body language that feels natural and comfortable for your personal style.

Language and Rhetoric: Insights from Anna and Elias

After focusing on appearance, let's move on to the do's and don'ts of language and rhetoric. |
found something really useful: a podcast! Two visitor guides, Anna and Elias, created this

39



channel and regularly produce series on all sorts of visitor guiding topics. I'll definitely
introduce you to some of their podcasts here.

Now, let's dive into the podcast "Language and Rhetoric," which I've made available below.
[Elias] Anna, let's talk about language and rhetoric in visitor guiding today.

[Anna] That's a great idea because it's a really important topic. For you visitor guides out there,
there are some things to bear in mind. One of them is to make sure that you speak clearly and
fluently in easy-to-understand sentences. Take your time when speaking and opt for commonly
understood words rather than relying too much on jargon or overly academic language. And try
not to "um" and "er" too much.

[Elias joking] Um, so you don't think that would be OK like that? Because | think actually that
that's OK. So, basically, in principle...

[Anna] | think if you don't do it like Elias, you're on the safe side!

[Elias] What? That was perfect. No. Joking aside, of course it wasn't, but you get the idea. Short,
clear sentences are always easier to understand than long, meandering ones.

[Anna] That's so true. And don't be monotonous either. Try and use your voice to engage your
audience. Bring excitement, life, and spontaneity into your presentation.

[Elias] Yes, and | know from my own experience that there's always a bit of nervousness, but try
to relax. That's always helped me a lot.

[Anna] Oh, and very importantly, try to avoid sounding unsure while speaking. Don't use
phrases like "I think," "maybe," or "l would say."

[Elias] Exactly. It's better to use definite, positive formulations and arguments. No one wants to
hear sentences that start with, say, "Unfortunately." Imagine a visitor guide starting their tour
with, "Unfortunately, there's not much time," while constantly looking at their watch. It's
neither welcoming nor particularly encouraging.

[Anna] Yeah, don't do that. Also, use "we-sentences" to include your audience and the tour. For
example, when you point something out, say "we see" instead of "you see." This creates a
feeling of togetherness.

[Elias] And also pay attention to the knowledge and language level of your guests and adapt
what you're saying accordingly. Sometimes questions from individual guests don't reach the
whole group, so it can be good to repeat them for everyone and then answer them. That way
no one feels left out.

[Anna] That's really good advice, Elias. I'm impressed.

[Elias] Well, thank you. I'll take that as a compliment.
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[Anna] Also, it's good to use pictorial and simple language. Explain technical terms when you
use them. If you have multilingual guests, by all means, translate into their languages if
possible. But you'll have to balance this carefully and be very cautious with irony and sarcasm,
as humor can vary greatly across cultures.

[Elias] Ohh yes, that's an important point. I've broken out in a sweat here and there on
occasion. Oddly, people just don't understand my humor. Just a couple more tips from me at
the end of today's podcast. Don't speak too softly or too loudly, don't talk too much in general,
and don't forget to check your microphone at the beginning of the tour.

[Anna] That covers today's topic quite well. Thank you for listening, and wherever you are in
Uganda, enjoy your next tour and watch your language.

[Elias] Bye guys!
After the tips from Anna and Elias, it's your turn now.

¢ Role Play: This time, practice your introductory talk with a friend or colleague, but focus
solely on your voice and language. Do you find the right tone, speed, and language? Use
recordings to analyze your talk and identify areas for improvement.

Lesson 3. The Evolving Tourism Industry and the Changing Role of
Visitor Guides in Uganda

Over the past few decades, tourism has grown rapidly, seeing continuous expansion and
diversification. Before COVID-19, in 2019, over 1.4 billion people crossed international borders.

A variety of factors and trends are impacting Uganda's tourism industry at local, national, and
global levels. These range from shifting customer expectations and demands, environmental
issues, health and safety concerns, to technological advancements.

Let's explore how global trends are influencing tourism in Uganda:
Health Issues

¢ Travel for health reasons: This includes visits to thermal hot springs, engaging in
wellness practices like yoga and Ayurvedic medicine, or seeking medical treatments.
While specific examples like sand bathing in Aswan/Egypt or plastic surgery in Thailand
are globally relevant, in Uganda, this could mean seeking traditional healing experiences
or medical services.

o Health prevention: Factors like sun exposure, food hygiene standards, and the quality of
medical infrastructure can influence a traveler's choice of destination, aiming to avoid
health risks.
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e Health concerns: Major health crises like HIV/AIDS, various influenzas, and COVID-19
significantly impact people's decisions to travel or stay home.

Environmental Issues and Climate Change

o Natural disasters: Events like floods or landslides, which Uganda experiences, are
unpredictable and beyond human control.

o Adverse weather conditions: Extreme weather can cause travel disruptions and
influence travel choices.

o Environmental disasters and accidents: Issues such as pollution or resource depletion
can impact tourism areas.

Innovations in Technology

o Travel speed and journey time: Faster transport allows for exploring distant Ugandan
destinations or spending more time and money locally.

e Online booking and remote travel advice: The ease of booking safaris and
accommodations online, along with virtual advice, has transformed how tourists plan
trips.

o Virtual tours: While allowing people to experience Uganda from home, these lack the
immersive sensory engagement (smell, taste) of actual travel.

¢ Niche travel: Specialized experiences like cultural immersion or bird-watching tours are
becoming more accessible.

Customer Demand

¢ Change of customer needs and demands: This includes preferences for specific
destinations, unique travel products, frequency of travel, and duration of stays in
Uganda.

o Greater "experience," greater "wanderlust": Tourists seek more authentic, value-for-
money experiences, deeply engaging with Uganda's rich culture and nature.

e More engagement in communities: There's a growing interest in community-based
tourism initiatives in Uganda, where visitors interact directly with local communities.

¢ Greater environmental awareness: This leads to demands for sustainability from both
product and service providers in Uganda's tourism sector.

Recession and Financial Crisis

¢ Change of customer spending: Economic downturns mean people spend their income
on other priorities besides travel.
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¢ Less revenue and employment: This directly impacts Uganda's tourism and hospitality
industry.

e More domestic travel and less international travel: During economic hardship,
Ugandans might explore their own country more, while international arrivals might
decrease.

Stability and Security

o Political stability or instability: Changes in a country's governance or administration can
affect tourism.

o Political unrest and travel warnings: Such situations lead to people refusing to travel for
leisure or amending their travel plans for Uganda.

¢ Stable governments: A stable government makes a country a more attractive holiday
destination.

What is the situation in Uganda?
¢ Identify current issues tourism is facing in Uganda.

e Describe economic, socio-cultural, physical/environmental, and technological factors
impacting tourism in Uganda.

Traditional approaches to tourism, both globally and at national and local scales in Uganda,
have evolved due to various factors, changing customer demands, and the evolving needs of
tourists. Professional visitor guides must adapt quickly to meet these new expectations and
varied needs.

Changing Role of the Visitor Guide:

In recent years, the perception of heritage has broadened significantly. Today’s customers
request a much wider approach and information on natural, environmental, cultural, artistic,
and intangible heritage in Uganda. This demands much greater preparation and knowledge
from professional visitor guides, including specialized training to fulfill their role as interpreters
of different types of heritage.

Additionally, factors such as innovations and new technologies, changes to the travel product
and attractions, as well as health and safety concerns, have contributed to a shift in the roles
and tasks of visitor guides.

Changing Skills and Responsibilities:

Today, tourists have access to a variety of media to retrieve and process information about
destinations and cultures (e.g., the internet, mobile phones, podcasts, audio guides, geographic
information, and GPS guidance). They have become less tolerant of mistakes made by visitor
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guide professionals. Consequently, visitor guides whose sole role is to transmit plain
information are no longer sufficient.

Instead, visitor guides now require a much deeper and broader knowledge. They need more
flexible and appropriate attitudes for various everyday situations and behavior adapted to the
tourists' culture (e.g., strong intercultural awareness and skills).

Changing Role of Visitor Guides

Some aspects related to a visitor guide's tasks have become more relevant, while others have
become less important. Due to this evolving role, certain skills are more crucial now than ever
before. You can find more information on these three points below.

Increasingly relevant tasks:
¢ Protecting tourists and the host community in Uganda.
¢ Controlling and professionally leading the group.
e Interpreting and protecting heritage in Uganda.
e Maediation and conflict management.
Skills and responsibilities more important than ever:
o Leadership (especially for safety and security).

« Communication/interpretation (psycho-social aspects and encouraging positive change
in values).

e Maediation (avoiding misunderstandings and conflicts).
¢ Sustainability (managing and protecting resources).
e Education (from an intercultural perspective).
Less important tasks:
e Aplaininformative role.
¢ The role of a pure entertainer.
e Just being a pathfinder.

You have successfully completed the first learning unit of the course "Digital Visitor Guiding." |
look forward to seeing you again in the next learning unit!
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Module 2: Key Guiding Skills I - Storytelling and Presentation

This course is designed for current and aspiring visitor guides in Uganda, as well as anyone
interested in the profession. You'll explore the essential skills needed to excel in visitor guiding,
focusing on making your tours unforgettable for guests.

What Will You Learn?

e You'll gain insights into crucial visitor guide skills, including research techniques for tour
planning and preparation, effective communication strategies, and impactful
presentation methods.

e You'll discover how to create a compelling narrative arc for your tours using media
storytelling and dramaturgy.

Keywords: Visitor guiding, skills, presentation, communication

Introduction to Storytelling and Presentation Skills

In this section you will get an introduction into the relevant skills for being a tour guide such as
storytelling and how to present them.

Lesson 1: Introduction to Storytelling and Presentation Skills

Case Scenario

Welcome back! I'm delighted to have you join this second learning unit. You might recall our
last session focused on the roles and responsibilities of visitor guides, covering legal
requirements and the crucial dos and don'ts of appearance and language. In this unit, we'll shift
our focus to effective communication and presentation during tours in Uganda.

As you probably know, this is a very broad topic. So, I'll share some useful tips and insights
drawn from my own experiences, which you can then apply to your own tours. Beyond
exploring different communication strategies, we'll also discuss the impact of language barriers
and how to effectively overcome them in a Ugandan context.

Naturally, the style of your presentation plays a significant role in a tour's success. We'll delve
into this, showing you how to skillfully shape a tour while maintaining its core theme and
building a captivating narrative arc.

Speaking of narrative arcs, we'll conclude this learning unit with one of my favorite topics:
dramaturgy and storytelling. I'm eager to work with you on how we can seamlessly integrate
compelling stories into guided tours and the immense value this can add to the visitor
experience in Uganda. So, let's get started!
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The Skillset for Communication and Presentation

Lesson 1: Essential Research Skills for Visitor Guides

Visitor guides thoroughly prepare and plan each tour, focusing on information and content,
methodological and didactic strategies, and precise time and logistical organization. To achieve
this, they utilize a variety of research tools. Here are four key areas for you to master:

Identifying and Selecting Content

e Study detailed tour descriptions: Review the catalogue to identify included attractions,
the travel route (including booked accommodations and entrances), and the detailed
time schedule for entries.

o Identify additional points of interest: Look for attractions or places of interest located
along the route that could be included in the program. Consider audience interests or
possible replacements if scheduled items become unavailable.

¢ Understand audience interests: Use guest lists, additional notes, country of origin
information, and any specific requests to tailor the tour content.

¢ Communicate with stakeholders: Talk to Tour Operators, Wholesalers, and Operations
Managers to understand tour packages, itineraries, prices, terms and conditions,
policies, procedures, and specific tourist information (e.g., age, country of origin,
previous tour experiences).

Preparing Content

o Compile comprehensive information: Research and gather details for each destination,
attraction, and route using books, travel guides, history books, government publications,
descriptions, internet research, and other relevant references and statistics.

o Gather insights from local sources: Retrieve information by speaking with local experts
in communities and at sites, local or site guides, other visitor guides, the Uganda
Tourism Board or local tourism information offices, and service and attraction providers.

¢ Document your tour narrative: Write down a precise description of the tour, including
all content, background information, attractions, your narrative, and any additional
materials.

e Enhance recall and connections: Highlight key words and use them as memory aids.
Develop connections and cross-references between different pieces of information.

e Organize information systematically: Arrange your information and notes in the order
of the planned visiting days, either digitally or manually.

Methodical and Didactic Preparation
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o Define tour objectives: Clearly identify the goals of the trip/tour based on the tour
description, Tour Operator information, and customers' needs and expectations.

¢ Plan your delivery methods: Take notes on potential questions, interactive activities,
repetitions, the use of additional information and illustration materials, and engaging
games.

Time and Logistic Planning

e Research accurate scheduling data: Gather essential information like opening times,
phone numbers, contact details, and entrance fees for all planned stops.

o Determine precise timings: Set departure and viewing times based on attractions'
booking and opening times and the overall schedule.

o Utilize mapping tools: Use maps and route planners to calculate distances, coach
driving times, and appropriate breaks within Uganda's road network.

¢ Account for unforeseen delays: Plan for potential disruptions such as traffic jams,
unexpected closures of attractions, or weather changes. Also, plan lunch breaks,
perhaps at the hotel or by incorporating recommendations from colleagues and your
own experience with local eateries.

e Stay connected on the go: Have a smartphone with you during the journey to quickly
address guest questions or manage last-minute program changes.

Lesson 2: Understanding Communication in Visitor Guiding

Visitor guides constantly interact with guests during tours, and the success of these
interactions hinges on effective communication. I've found another insightful podcast by Anna
and Elias on this very topic, which you can listen to here.

Scenario
[Anna] All right, Elias, let's talk about why communication is so important in visitor guiding.

[Elias] I'd love to. | think this is a really important topic, and I'm sure our listeners agree with
me. As visitor guides, we're there to help our guests with information and a bit of advice. For
me, this is a very special relationship that we have with our guests during the tour.

[Anna] Absolutely. We really are there to help and advise. It's not just about showing our guests
the beauty of Uganda or its special attractions, but also about informing them about safety
aspects or managing hotel reservations.

[Elias] Yes, right. But those are pretty dry duties, aren't they? But | know how important all that
is. It's the only way to avoid misunderstandings. And we also have to let our guests know, for
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example, if any plans change during the tour, so that we can discuss alternative options
together. Essentially, we're there for our guests the whole time.

[Anna] That's why good communication is so important. If we didn't pay attention to it, it would
be one big mess.

[Elias] And | know how much you hate that.

[Anna] | really do. But apart from the dry duties, as you call them, we also have other tasks. |
mean, we also represent and promote Uganda, the host country, don't we?

[Elias] Yes, we absolutely do. | don't know about you listeners, but those are the absolute
highlights of the tour for me. When | can spark my guests’ interest in Uganda, its culture, and
people.

[Anna] Ohh, you've put that beautifully. The more effectively we communicate, the greater the
success of the tour. I'm totally convinced of that.

[Elias] Exactly. And that brings us back to the special relationship we have with our guests.
[Anna] OK. | think we get your point now. Or what do you think, fellow visitor guides out there?

[Elias] Very good. Then I've communicated well. No, but let's go back to our communication
with the guests. If we do that well, then there are many positive effects. If the tour is a success,
it helps support tourist activities in Uganda in the long term.

[Anna] That's true. And if we think about it, the feedback we get from our guests is also very
important for the tour operator. It's also our task to communicate the feedback of the guests
and our own impressions to the tour operator.

[Elias] That's a good conclusion, isn't it? | think we've communicated enough with you out there
for today. Thank you for listening, and wherever you are in Uganda, enjoy your next tour and
communicate well!

The Communication Process

The communication process involves two key players: the sender and the receiver. It's about
the transmission of a message from the sender to the receiver through a channel or medium
(verbally, written, or signaled). This is a two-way process, as the receiver responds to the
message, and in doing so, the sender temporarily becomes the receiver.

It's crucial that visitor guides—as senders of communication—keep in mind who their target
audience is, so they can tailor the message accordingly. They should understand their guests'
perceptions and experiences, and use the appropriate communication channel to reach them.
Inviting guests' feedback can confirm that the message was understood and responded to
appropriately.
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You heard it: communication is key! How does that work for you? | have three tasks for you to
reflect on your own communication style:

1. Describe and explain the importance of effective communication in the work of a visitor
guide.

2. Think about the last time you talked with a colleague or friend. Was your message
clearly understood?

3. Try to explain what you think effective communication truly means.
Barriers to Communication

To improve one's own communication and develop a better feel for it, it's important to
recognize potential barriers. A range of physical, mental, or emotional obstacles can prevent
messages from being successfully passed between a visitor guide and guest(s) during the
communication process. I've compiled an overview for you:

Physical Barriers
¢ Physical objects: Such as a guest eating or drinking, or chewing gum.

o Background noises: Like traffic noises in Kampala or sounds from wildlife in a national
park.

o Disruptions/distractions: For example, a mobile phone ringing or a child demanding
attention.

o Distance between visitor guide and guest: For instance, being at the front or back of a
safari vehicle.

¢ Hearing and health problems: Such as guests with hearing aids or a guide with a cold
and blocked nose.

e Malfunctioning equipment: Like a faulty microphone or camera.
Mental and Emotional Barriers

o Negative emotions: Stress, anger, depression, sadness, etc.

¢ Inaccurate information: Providing too much or too little information.

¢ Subjective focus in commentary: Expressing personal political, ethnic, or religious
views.

e Insecurity or a lack of confidence.
o Difficult personalities: E.g., aggressive, passive, or guests with exaggerated demands.

Cultural Differences
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o Different understanding of values, beliefs, and goals: For example, how gestures or
personal space are perceived across different cultures interacting in Uganda.

¢ Personal biases and social prejudices: Based on political, ethnic, and religious beliefs
and perceptions.

¢ Avoid generalization and stereotyping: It's crucial to treat each guest as an individual,
regardless of their background.

Language Barriers

o Different first language of guests: Or variations in speech, such as varying accents or
different pronunciations of English or local languages.

e Multiple meanings of words: The same word can have different interpretations.
¢ Incorrect terminology or conveying inaccurate information.
Did You Know?

Communication is perceived as: only 7% by verbal transmission, 38% by tone of voice (vocal
level), and 55% by visual transmission (body language). This means that in human minds, the
majority of meaning is recognized through non-verbal components rather than verbal
components during communication. At this point, I'd like to give you some hints on verbal and
non-verbal communication.

Verbal Communication

Verbal communication (talking) is communication using words and speaking. The medium for
verbal communication is the voice, and its elements can be adjusted according to:

e Tone: Refers to the manner in which someone speaks (e.g., high, medium, or low). Each
level of tone reflects a certain level of emotion.

o High Tone: Used to express anger or authority.
o Medium Tone: Used in a normal conversation.
o Low Tone: Used when reflecting sadness.
¢ Articulation: Refers to the accent; reflected in the way words are pronounced.
¢ Speed: The pace at which words are spoken.
¢ Volume: Refers to the level at which words are projected.
Non-verbal Communication

Non-verbal communication involves more than what we say with words. It includes actions,
attitudes, appearance, and body language.

50



¢ Body language: Can be very effective but also very ambiguous. It refers to facial
expressions, posture, and gestures. Different body language has different meanings for
different cultures. For example, in some countries, it is rude to touch a stranger while
talking to them, but in other countries, touching someone on the arm or shoulder when
you talk is friendly. It is important for a visitor guide in Uganda to recognize appropriate
personal distance when interacting with clients from diverse backgrounds.

To help you prepare, | have created three tasks to assist you in striking the right "tone":
1. List the different ways by which two or more people can communicate.
2. What elements of voice should be used for the following situations:
1. Avisitor guide in front of a group of twelve people.
2. Avisitor guide talking to an unhappy client.

3. READING OUT LOUD: Practice with a colleague, friend, or family member. Read a short
story out loud, applying different elements of voice depending on the storyline and
dramaturgy.

Benefits of Effective Communication Between Visitor Guide and Customer
Improving Understanding and Knowledge
e Better understanding among those participating and increased mutual understanding.
e Improved knowledge about Uganda's culture and the country they are visiting.
Positive Feedback
o Feedback received from tour members is positive and enthusiastic.
o Helps future marketing and advertising of tourism products in Uganda.
Fulfilling Tourists’ Expectations

¢ Guests leave content; they will encourage others to take tours offered by your
company.

e Leads to return business for the company, meaning more profit.
Improvement of Interpersonal Relationships

e Improving professional relationships between the visitor guide and the tour group as a
whole, between the visitor guide and individuals in the group, and among individual

tourists.

e Encourages good relationships between the visitor guide and other members of the
work team (e.g., tour operator, coach driver, support staff, and service providers).
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Guidance for Effective Visitor Guiding

One of the most crucial aspects of effective communication is speaking clearly and concisely.
This means using simple sentence structures and avoiding slang. Remember that not all guests
are native English speakers, especially here in Uganda. Plus, who wants to hear long,
convoluted, and hard-to-understand explanations anyway?

My tip is to pronounce your words very distinctly. Practice this at home, perhaps in front of a
mirror. | prefer to do it when I'm on my own, but you can do it however you like. Also, make sure
your body language matches what you're saying. When I'm nervous (and | still get nervous
sometimes during tours), | tend to smile a lot. This is fine most of the time, though less so if I'm
discussing a very sensitive or serious topic, like a somber historical site in Uganda.

Most of us quickly notice when we're not being paid attention to, and we generally don't
appreciate it. So, try to listen carefully to your guests, giving them your undivided attention
whenever possible.

Sometimes, | don't understand my guests correctly. This could be due to a language barrier, or
perhaps the question's content isn't clear to me. When | started out, | found it embarrassing to
ask for clarity, but this is no longer the case. | always make sure that | have understood the
question correctly. It's better to clarify than to provide a wrong answer.

A close friend of mine, who gave me a lot of early advice about visitor guiding, always says,
"know your product.” This is excellent advice. Prepare well, research extensively, and make
sure your information is correct. If you genuinely don't know an answer, it's okay! Just be honest
and commit to providing the correct information later.

When preparing for a tour, take the time to select and check all your equipment. You should be
very familiar with how it all functions. That will help you feel confident and secure throughout
the tour.

As visitor guides, we serve as representatives of Uganda. Most of our guests are curious about
other cultures, so share your knowledge about the country and don't forget to add in a few
positive anecdotes about its people, traditions, or natural beauty. One thing that | personally
believe is very important is being open: open to other points of view, open to change, and also
open to positive criticism about ourselves.

Tools for Effective Communication

Visitor guides use a variety of tools to communicate effectively with guests. This is essential
because the audience and environment can vary greatly in Uganda—for example, you might
have small or large groups, be indoors or outdoors, or find yourself in quiet or noisy
surroundings. Some common tools include: microphones, wireless P.A. systems,
telephones/mobile phones, walkie-talkies, or message pads.
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To conclude this topic, let's analyze a conversation presented in the following pictures.
e Analyze the conversation: What led to the communication breakdown?
o Identify effective communication strategies to resolve the communication problem.

o Reflect on your own experiences: Think about different situations where you've been
misunderstood or encountered a misunderstanding. Analyze what caused these issues
and develop effective communication strategies for those scenarios.

Hello,
this is Pacific Hotel

Do you mean Sunday
the 18th, Sir?

Sorry,
Sir, who is that for?

This is John Smith
speaking. | would
like to book a

room for Sandy.

Me!
| want it for Sandy,
the day before
Mindy ...

i

No problem, Sir.

Lesson 3: Mastering Presentation Skills for Visitor Guides

Presentation is key to being heard and understood. It's not always the content itself that
captivates your audience; it's how the message is structured and delivered orally. In visitor
guiding in Uganda, a presentation means introducing the place or the country—its importance,
history, politics, culture, and its fascinating flora and fauna—to your tour participants. This can
happen during a scenic drive or right on-site. A strong presentation also allows visitor guides to
establish themselves as leaders, taking charge and maintaining control over the group.

Characteristics of a Good Presentation

You've now thought about what makes a good or bad presenter. But what are the essential
characteristics of a truly effective presentation? Here's my flashcard with bullet points | created
years ago:

What Makes a Good Presentation?

¢ Use of short, simple, clear words.

Simple phrases; the commentary should be clear and concise.

Focus is on the topic or sight.

It must be authentic; stay on track.

Professional and motivated appearance.
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Two exercises have always helped me tremendously in the beginning to improve my
presentation skills. Of course, | don't want to keep them from you:

o Evaluate a presentation: Observe a presenter (e.g., a news anchor on television, a
colleague on a tour, a product demonstrator in a shopping center). Describe why it was
a good or bad presentation.

e Prepare a presentation: Choose a topic you're passionate about. Practice delivering it
with a colleague or friend, incorporating all the elements we've discussed: voice, tone,
body language, and appearance.

Presentation Styles

Visitor guides plan and prepare presentations using different styles. They primarily apply direct,
indirect, and experimental presentation methods.

Direct Methods
o Lecture, presentation, leadership-driven.

¢ The activity is based on the leader's delivery; tourists are primarily spectators and
listeners, with their focus very much on the visitor guide.

e Rhetorical skills, gestures, and facial expressions play a very important role in a
leadership-focused presentation.

Indirect Methods

o The visitor guide takes a backseat, motivating participants through questioning and
encouraging them to actively participate in the tour.

¢ Similar to the presentation itself, the conversation must be motivating and structured
in terms of content.

¢ The communicative guidance is designed to help guests comprehend the art or object
being observed. Associations, assumptions, and prior knowledge of the viewer can also
be discussed.

e The visitor guide engages in conversation with guests; the "leader" becomes a
"moderator" who synthesizes parts of the conversation and leads it to the next point of
interest.

e Appearance and rhetorical presentation are still important for indirect methods.
Experimental Methods

Other forms of indirect mediation are experimental forms, such as discussions with local
experts, field research in working groups, talks with local community members, learning typical
Ugandan songs, image and text meditation, games, and projects. A great source of inspiration
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for visitor guides interested in experimentation are methods developed by museum educators
for children, adapted to Uganda's context:

e Search and research tasks to be solved in a museum or within a city (e.g., a city rally
through Kampala's historical sites).

¢ Interviews with people who live in the district visited, like a fishing village along Lake
Victoria.

¢ Re-enactment of historical scenes or the posing of traditional sculptures.

o Theatre games (e.g., short scenes from Uganda's history, or quizzes based on local
folklore).

o Painting workshops or other creative self-employment, perhaps focusing on local crafts.

e Music and dance to listen to, watch, and even participate in (e.g., learning a traditional
Buganda dance).

¢ Traditional cooking according to local recipes (e.g., preparing Matooke or Rolex with a
local family).

o Performing activities that were once common in a local community or museum (e.g.,
traditional farming methods or weaving).

e Workshops offering the opportunity to work with materials seen in a museum or at a
craft market.

e Puppet theatre in which historical or cultural scenes are played out.

I'll tell you honestly: | had to warm up to the experimental methods for a while. But then |
found them very varied and useful. All beginnings are difficult. That's why | have a little
research task for you that can help you get started. And if you are already an expert in
experimental methods, this task might help you expand your repertoire:

o Explore experimental forms in your region of Uganda. Write a list of methods you could
embed in your tour.

Lesson 4: Types of Presentation on a Visitor Tour in Uganda

Visitor guides use various types of presentations adapted to the different stages of the tour and
the guests' needs: at the beginning, mid-journey, or at the end.

The Beginning

The start of a presentation is critical; it sets the tone for everything that follows. | don't want to
put undue pressure on you, so I've put together some helpful tips.

The Greeting
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The greeting plays a crucial role: guests are sometimes unsure, nervous, anxious, or
disoriented. In this initial phase of group formation, they pay special attention to the visitor

guide, expecting a framework for orientation and clear, friendly information. Visitor guides

should provide a feeling of security and trust.

Introduce yourself by name and welcome guests on behalf of the tour operator.
Introduce the driver ("as a partner"), recognizing their vital role.

Acknowledge the guests' feelings and express hope they had a safe journey, perhaps
mentioning their arrival in Uganda.

Highlight your own expertise and express a positive attitude towards the trip, the
program, and the group, fostering a "we-feeling" from the outset.

Provide very important organizational information.

Give instructions on vehicle technology (e.g., seat adjustment, ventilation, use of the
toilet, sale of drinks on board, waste bins) and safety aspects relevant to travel in
Uganda.

The Introductory Lecture

Explain the sights of the departure point, perhaps mentioning landmarks around
Entebbe International Airport or Kampala.

Present the travel program for Uganda.

Highlight special features of the trip (possibly using anticipatory speech for unique
Ugandan experiences).

Offer advice and notes (e.g., tips on local etiquette, currency exchange), and address
personal requests.

Brief Information While Driving

Provide important information as you travel.
Detail procedures for hotel check-in, such as room allocation methods.

Specify meeting points after sightseeing, meal times, and departure times from the
hotel.

Announce photo stops, perhaps at scenic viewpoints overlooking Lake Victoria or a
national park.

Outline organizational features (e.g., border formalities if crossing into neighboring
countries, or embarkation for a boat safari).

Announce the daily program.
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Inform about, offer, and sell additional excursions or city tours.

Provide information on public transport, post services, telephone networks, opening
times of attractions, and shopping opportunities in Uganda.

Share a report or translation from a current local newspaper to give insight into
Ugandan life.

In an emergency: present any replacement program as positively as possible.

Mid-Journey:

The tour is now in full swing. This is the time for commentary, readings, and lectures to enrich

the journey. Here are my thoughts:

The Overview Lectures

Purpose: To establish basic knowledge, provide necessary background information (thus
saving time on-site), offer a structuring aid for upcoming visits, and round off the
knowledge gained during individual tour segments.

Areas: History, art history, culture, geography, economy, social policy, religion, or
biographies of outstanding Ugandan artists or "formative personalities."

Location: Can be delivered on the coach, at the hotel, or on-site at an attraction.

Requirements: A quiet environment with no disturbances, comfortable seating, and
possibly availability of media (e.g., a screen on the coach).

The Commentary Accompanying the Journey

Characterize: Describe places along the route, distinctive landforms (like the Great Rift
Valley), typical plants and wildlife, settlement and economic forms, peculiarities of
Ugandan culture, conspicuous buildings, and local etiquette.

Provide "hooks" for short presentations on local issues or interesting facts.

Reading Aloud While Driving

Purpose: To prepare guests for and follow up on guided visits, or to organize a longer
coach trip.

Prerequisites: Good comprehensibility, not too long, good acoustics in the vehicle, and a
suitable environment with few distractions.

Topics: Ugandan folktales and legends, excerpts from local epics or novels, short stories,
poems, poetic texts on landscapes or objects to be visited, texts on the mentality of
Ugandan residents, texts on social issues of the present and past, historical travelogues
about Uganda, excerpts from modern travel guides, historical sources, texts about
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traveling, travel philosophy, current press reports on Ugandan politics, economy, and
culture, or interesting glosses.

Anticipatory Speech
Unpleasant messages should always be delivered in a positive way. This is important for:
o Skillfully preparing guests for the circumstances they might encounter in Uganda.

o Anticipating potentially embarrassing situations or unfamiliar customs and traditions
to make it easier for them to orient themselves in the foreign country.

e Managing expectations to avoid disappointments and frustrations.
Example: Anticipatory Speech

It's always good to anticipate and prepare guests for what to expect. None of us wants
dissatisfied or frustrated participants on our tour. The following example illustrates what an
anticipatory speech could look like in a Ugandan context:

The Situation: You have just picked up your tour group at Entebbe International Airport and are
on your way to a hotel in Kampala by train. The hotel is located between the railway tracks and
a busy road. A good way to prepare your guests would be the following statement:

[Visitor Guide] "We'll soon be arriving at our hotel. It's very close to the train station, so we can
walk there in about five minutes. Of course, because it's so central, there's quite a bit of traffic
and activity around the clock near the station. You might find it a bit noisy if you sleep with your
window open. However, the hotel has excellent soundproof windows and air conditioning for
your comfort. This central location has a fantastic advantage: we're right next to several public
transport lines, including one metro line practically next door, which means we can get to the
city center quickly and easily for our explorations!"

The End:

The end of a tour is just as important as the beginning and should not be neglected. The closing
words appropriately complete a tour.

Summary

¢ Not absolutely necessary, but appreciated by the guests.

¢ A summary of the program and experiences at the end of the day by the visitor guide.
The Farewell

¢ Review the travel highlights (e.g., program, group experiences).

o Express a positive attitude towards the program and the group, with general words of
thanks.
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Future plans: Reference other programs offered by the organizer.

Bid farewell, also on behalf of the organizer.

Wish guests a safe journey home.

Remind them not to leave anything behind and to carefully check their belongings.

Express hope to be able to welcome them again on another trip to Uganda.

You have now received some advice on what is important when presenting during a tour. Of

course, you'll have a different approach than mine, and that's great! These three tasks should

help you develop and consolidate your own unique style:

1.

Write down how you would greet a group before a tour in Uganda and how you
envision yourself presenting this greeting.

Practice presenting an unpleasant message as positively as possible. Work with a
colleague or friend.

Prepare a tour summary of an imagined tour in Uganda. State all possible highlights
and experiences, and celebrate the success of the tour.

Lesson 5: Enhancing Tours with Media: Tools for Visitor Guides

Using various illustrative and informational materials helps visitor guides enrich the experience

for guests, engaging multiple senses. Here's a breakdown of different media formats and how

they can be applied in visitor guiding in Uganda:

Objects and Materials

These tactile and visual aids can bring your commentary to life:

Relief maps or rock samples: Ideal for explaining Uganda's diverse geography or
geology, such as the varied landscapes of the Rwenzori Mountains or the unique rocks
of the Great Rift Valley.

Books: Reference texts or local literature can be shown to guests, perhaps with excerpts
read aloud.

Drawings and sketches: Can simplify complex historical structures or wildlife, or even
serve as prompts for guest interaction.

Posters, brochures, individual (photocopied) information sheets: Provide tangible
takeaways or detailed information that guests can review at their leisure.

Information Sheets

These printed materials offer deeper dives into specific topics:
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City maps and extracts from maps, historical maps: Essential for orientation in places
like Kampala or Entebbe, and historical maps can vividly illustrate how areas have
changed over time.

Floor plans and reconstructions: Useful for explaining the layout of cultural sites,
palaces, or historical buildings that may no longer be fully intact.

Statistics: Provide context on Uganda's economy, demographics, or wildlife populations.
Graphics and sketches can make complex data more digestible.

Recipes for typical dishes: If your tour includes a stop at a local specialty restaurant,
sharing a recipe for a dish like "luwombo" or "matooke" adds a culinary dimension.

Tasks and questions: Engage guests actively, perhaps as part of a scavenger hunt at a
market or a quiz about local customs.

Quotes and prose texts: Include poems by Ugandan poets or authors related to the
tour's themes to add cultural depth.

Bibliography: For guests interested in further reading, a brief list of recommended
books or resources.

Tour summaries: A concise overview of the day's program or the entire trip, highlighting
visited sites and information that particularly resonated with the group.

CDs and MP3 Players

Audio can set the mood and provide additional insights:

Music CDs/MP3s: Play popular Ugandan hits, folk songs from a specific region (like
traditional Baganda music), or historical music to set the mood for a city or a cultural
site. Modern coaches are often equipped with CD players, and MP3 players or
smartphones offer even more flexibility.

Stories, fairy tales, short language courses: Engaging audio narratives or quick lessons
on basic Luganda or Swahili phrases can add an immersive element.

PowerPoint Presentations and Films

These visual aids can complement your live commentary:

As an introduction: Use presentations or short films to introduce a region, a city, or a
museum, providing a comprehensive overview before guests arrive.

As compensation/replacement: Offer these when a planned visit is not possible (e.g.,
due to overcrowding, noise, or seasonal closure). For instance, a film about mountain
gorillas if a trek isn't feasible for all guests.
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Accessibility: Consider that access to devices like laptops, projectors, and screens might
be challenging on the go. These are more suitable for on-site visitor guides (e.g.,
visualizing optional excursions at a hotel) or for cruise tours where equipment is readily
available.

Coaches equipped with DVD/video players: Utilize these for introducing attractions,
explaining and visualizing political events, showing footage of Uganda's diverse animal
and plant life, or providing suggestions for observing flora and fauna.

Tablet and Smartphone

These versatile devices are indispensable for the modern visitor guide:

Showing pictures and comparative examples: Instantly display historical photos
alongside current views, or show images of animals that might be elusive during a safari.

Research questions and opening times: Quickly look up answers to guest queries or
confirm logistical details.

Google Maps: Efficiently find new points of interest or navigate routes.

Websites and video clips: Enrich facts with visual examples from official tourism sites or
educational videos.

Audio Guides and Podcasts

These offer personalized and engaging audio experiences:

Audio guides: Allow visitors to explore at their own pace, listening to pre-recorded
information about specific sites or exhibits.

Wireless PA systems: Enable the visitor guide (equipped with a headset/microphone) to
speak clearly to guests (wearing headphones), especially in noisy environments or for
larger groups.

Systems via smartphone: Require guests to have charged devices, but offer a
convenient way to deliver audio commentary.

Podcasts, eBooks, travel reports: Provide auditive enriching experiences for guests,
perhaps for listening during transit.

After these hints, your imagination is now needed!

Identify and describe 3 examples of illustrative material you would use on a tour in
Uganda and explain why each would be effective.

Provide 3 music examples (specific Ugandan songs or genres) that would fit three
different sections of your journey and explain why they are suitable for those moments.
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o Identify and prepare 3 audio-visual examples from your region (e.g., short videos,
animations, or specific images that tell a story). Describe how you would use them to
provide a multi-sensory experience for your guests.

The Art of Storytelling for Visitor Guides

Successful speakers use stories to engage their audiences and deliver messages in incredibly powerful
ways. As a visitor guide, you don't need a natural gift for storytelling; instead, you can develop these

skills through preparation and practice. It's also incredibly helpful to understand and apply some key

elements of storytelling.

First, every compelling story needs a heroine or a hero. Ideally, this character should be someone your
guests can easily identify with. Let's consider Luke as an example. Luke, 29, has been fascinated by
Uganda and its rich culture for many years. This year, he finally fulfilled his dream of visiting.

Next, our story needs a goal that drives the character and builds suspense. Imagine this: Luke is eager to
trek to see the mountain gorillas in Bwindi Impenetrable National Park. Now, the story needs an arc of
suspense. If Luke simply hiked to the gorillas without any effort or challenge, that would make for a
rather boring tale. Therefore, the story requires an obstacle or an incident that makes the undertaking
difficult for our hero.

So, let's plunge Luke into a challenge. For Luke, the last few days have been incredibly challenging. The
heavy rains have made the forest trails impassable, and the gorilla permits he secured are only valid for
two more days before he's set to fly home. Will Luke be able to achieve his dream of seeing the gorillas?

At this point, the storyteller needs to evoke emotions in their listeners. You want your guests to be with
Luke, to feel his apprehension, to share his hope. By this point, Luke is devastated, even though his long-
awaited dream is so close, yet seemingly as far away as ever. Here, you can add as many twists and
turns as you can imagine. (Though, | don't think we need to throw Luke into further misery at this point; |
think you get what | mean!)

Finally, every story needs a resolution. Preferably a happy ending, of course. The next morning, just in
time, the rain clears, and the park rangers confirm the trails are open. Luke embarks on his trek and has
an unforgettable encounter with a gorilla family — a successful and deeply moving conclusion to his
Ugandan journey.

You can build any story using this format. For example, you could tell a story about a specific place your
tour group is visiting in Uganda, like the historical Kasubi Tombs or the vibrant Owino Market. You can
introduce this story before you list the factual details about the place, or you can weave the two
together. You could also share a personal story from your own life, perhaps about your connection to
Uganda or a memorable experience you've had. This works particularly well during quieter moments,
such as when you're traveling between destinations. Sharing personal stories makes it much easier to
convey genuine emotions. It's an excellent idea to practice your story beforehand so you can consciously
adjust your voice's timbre, incorporate effective pauses, and ensure a smooth narrative flow.

Storytelling can also be an interactive activity. Ask your guests questions related to the story or give
them the opportunity to share a story themselves. When it comes to storytelling, your imagination is
truly the only limit!
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Admittedly, storytelling requires a bit of preparation, but | assure you it's worth the effort. Here are a

few tasks to help you get started:

1.

Watch a video clip of a storytelling visitor guide and analyze their story based on the elements
discussed (hero, goal, obstacle, emotions, resolution). Reflect on the story's overall impact and
structure.

Prepare your own story: Select a topic — perhaps a personal experience, a specific place in
Uganda, or a local legend. Create an outline of your story, ensuring it includes all the key
elements.

Practice your story with a colleague or friend. Pay attention to your voice modulation and ask
them for feedback to refine your delivery.

Lesson 6: The Art of Dramaturgy in Visitor Guiding

Dramaturgy, much like a director uses it in theatre, helps visitor guides "set the scene" for a

tour. Beyond simply planning content, developing presentation and communication strategies,

and considering methodological approaches, focusing on dramaturgical aspects significantly

enhances the guest experience.

A series of questions can help you integrate dramaturgy into your guided tours:

Where should | place the tour's highlights to maximize impact and surprise?

When are the best times for relaxation breaks, considering the tour's flow and guest
comfort?

When should | primarily inform, and when is it best to entertain to keep guests
engaged?

How can | vary content and presentation methods to maintain interest and cater to
different learning styles?

How can | adjust the itinerary to align with guests' biorhythms, ensuring energy levels
remain high?

Which routes should | choose to drive through specific villages or scenic areas to
enhance the narrative?

How can | mitigate itinerary disruptions, such as playing local Ugandan music when
stuck in traffic, to maintain a positive atmosphere?

How can | leverage weather and light conditions to enhance art and nature
experiences (e.g., visiting temple ruins in the evening glow, hiking to a viewpoint at
dawn for stunning views, or finding an improvised swimming opportunity at a beautiful
beach during a lunch break)?
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You can actually prepare the dramaturgical structure of a tour very effectively in advance. Here

are two suggestions to help you get started:

1. Plan a single tour day. Identify and develop specific dramaturgical methods for that day.

Consider which highlights you would set, which routes you would take, and how you
would structure the day across three stages: Prologue (the engaging opening),
Transition (the journey and developing narrative), and Finale (the impactful conclusion).

Present your planned tour day to a colleague or friend. Discuss it with them. Is there
anything they would add or amend to enhance the dramaturgical flow?

What's one local Ugandan story or historical event you think would make a fantastic "highlight"

to build a dramaturgical moment around?

Lesson 7: Enriching Experiences on Tour

Visitor guides facilitate diverse experiences to encourage and involve guests in the culture and

customs of the country and region they're exploring. Beyond just cultural immersion, there are

many other types of experiences to offer:

Sensual Experiences

Acoustic: Engage the sense of hearing with local music, the melodious dialects of
Uganda, the singing of birds, the sounds of insects like cicadas, the lapping of waves on
Lake Victoria, or the vibrant sounds of a bustling market or stadium.

Smell: Introduce guests to the scent of rain on dry earth, the unique aroma of Kampala,
the fragrance of local flowers, bushes, and trees, perfumes, essences, exotic foods and
fruits, the characteristic smell of a particular landscape or beach, or even the scent of
incense in a church.

Sight: Heighten awareness of shapes and colors in the landscape, art, and everyday life,
such as traditional fashion, unique architecture, or well-tended gardens.

Taste: Encourage guests to try unique Ugandan foods and drinks, from fresh tropical
fruits to local specialties, inviting them to savor new flavors.

Touch: Offer tactile experiences like feeling the smooth grains of sand through their
hands, or distinguishing between different textures of local materials like bark cloth,
pottery, or woven baskets. Perhaps even encourage walking barefoot on a clean beach
or soft grass.

Social Experiences

Meeting locals: Facilitate interactions with strangers within the local community, such
as visiting a school, kindergarten, or university, or engaging in conversations with local
employees.
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¢ Building community: Create a sense of camaraderie and group belonging among guests,
perhaps by introducing everyone by name at the start of the tour.

o Shared activities: Organize other joint social experiences through group activities like
communal meals, local craft workshops, or traditional dance lessons.

Exploratory Experiences

o Public transport adventures: Encourage guests to try various local public transport
options in a city like Kampala, such as a boda-boda (motorcycle taxi) ride (with safety
precautions), local minibuses (matatus), or a boat trip on Lake Victoria.

e Unique rides: Offer an experience like a canoe ride on a crater lake or a boat trip to
explore the Nile.

e Local markets: Visit a bustling local food or fish market to immerse guests in daily
Ugandan life.

e Cultural events: Attend an opera, concert, theatre performance, or a local sporting or
cultural event.

o Culinary delights: Encourage tasting particular types of local fruit or specific
gastronomic specialties of Uganda.

e Active exploration: Engage in hikes or bike tours through scenic landscapes.
Vitalistic Experiences

e Active pursuits: Include physical activities like hikes through national parks or bike rides
along rural trails.

¢ Mind-body connection: Offer opportunities for relaxation and mindfulness, such as
yoga, dance, or meditation sessions, perhaps in a serene natural setting.

¢ Cooling breaks: Incorporate refreshing bathing breaks at suitable locations like lakes or
natural pools.

e Wellness: Suggest or facilitate massages or personal body treatments, such as
traditional African remedies or foot reflexology.

The experiences you choose to include in your tour are entirely up to you. However, it's always
beneficial to plan and research in advance. Here are some suggestions:

¢ Research four distinct adventure areas from your region in Uganda that you can
incorporate into a tour, explaining how each would enhance the guest experience.

o Explore sensory experiences: Experiment with different senses, local materials, and
examples from Uganda that you could introduce to your guests while on tour.
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You have successfully completed the second learning unit of the course "Digital Visitor
Guiding." | look forward to seeing you again in the next learning unit!

MODULE 3: Key Guiding Skills Il - How to Talk About
Sensitive Topics

This course is designed for current and aspiring visitor guides in Uganda, as well as anyone
interested in the profession. You'll explore the essential skills needed to excel in visitor guiding,
specifically focusing on how to navigate sensitive topics and build strong intercultural
competencies.

What Will You Learn?

e You'll learn effective ways to discuss diverse and sometimes challenging subjects,
including popular cultures, politics and religion, history, daily life, and taboos within
the Ugandan context.

e You'll gain crucial intercultural competencies for better learning and understanding
across different backgrounds.

e You'll receive practical tips for enhancing intercultural understanding during your tours.

Keywords: Visitor guiding, skills, intercultural competencies, intercultural understanding

Communication Skills

In this section, you'll learn how to effectively communicate about culture, politics,
religion, and other important topics while on your visitor guiding tours in Uganda.

Introduction to Communication for Visitor Guides

Welcome back! It's great to see you again in this, our third learning unit. Together, we've
already explored some crucial elements of visitor guiding. Our last session delved into various
methods for creating interactive and entertaining tours, along with the skills needed to achieve
this. We also examined communication strategies and different presentation styles. | don't
know about you, but my favorite part was definitely exploring the use of diverse media,
storytelling, and dramaturgy.

Now, let's move on to the second part of our key guiding skills. This unit will focus on how to
best address various topics during a guided tour in Uganda. | believe most of you can confirm
that participants come from vastly different social and cultural backgrounds. This means not
everyone will feel equally comfortable discussing every subject. Therefore, it's essential to think
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in advance about how topics such as religion, politics, history, and even daily life can be
approached and meaningfully integrated into your tour.

One thing is certain: the vast majority of your guests are genuinely interested in these topics,
especially concerning Uganda as the host country. As representatives of Uganda, we often
greatly enjoy this curiosity, and we're keen to encourage it further.

So, how do we manage to discuss such topics without making any of our guests feel
uncomfortable? That's precisely what this learning unit is all about. I'm really looking forward to
it, and | hope you are too. Let's jump right in and start with the dos and don'ts!

Communication Skills - Do's and Don'ts

Lesson 1: Do’s and Don’ts

We're not the only ones thinking about the dos and don'ts of visitor guiding etiquette! Anna
and Elias have produced a podcast on this very topic, which I'm happy to share with you here.

Podcast: The Dos and Don'ts of Visitor Guide Etiquette

[Elias] Hello, fellow visitor guides! Today, Anna and | want to talk to you about the dos and
don'ts of visitor guide etiquette. We've gained quite a bit of experience in this area.

[Anna] Let's start with punctuality. Never, ever be late.
[Elias] Always be on time. Or even better, be there a little earlier to welcome your guests.

[Anna] Exactly. And be well-prepared for your guided tours. Research all topics thoroughly
beforehand. Although I've been giving guided tours myself for some time and I'm always quite
well-prepared, | have to admit that | still find it a bit difficult when | can't answer guests'
guestions. That makes me feel really uncomfortable. What about you, Elias?

[Elias] Yes, | know that feeling too. But then | just say straight up that | don't know the answer
at the moment. Afterwards, | do some research and get back to them. | think that's a good way
of doing things. It means | remain polite and and professional.

[Anna] That's a great solution. Needless to say, it's really important that we don't provide
inaccurate or incomplete information. And we must always be friendly.

[Elias] It's also really important to keep calm in conflict situations and to respond carefully to
guests' complaints and needs.

[Anna] Yes, that also reminds me of another important point: never make inappropriate jokes.
That happened to me once as a guest. | took part in a city tour in Uganda, and the visitor guide
kept cracking jokes and telling inappropriate anecdotes.

[Elias] That sounds awfully unpleasant.
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[Anna] It was. It really was. Anyway, it's also important that you don't talk nonstop. Give your
guests time to digest the information you're telling them.

[Elias] Yes, and another big topic. We should be careful to avoid talking about how much we
earn. That's a no-no, as is anything that might put the tour operator in a poor light.

[Anna] Good point. There really isn't a place for anything negative in a guided tour anyway,
right? | mean, we should definitely not speak badly about Uganda either. No matter if it's about
the government or religion or whatever.

[Elias] | totally agree with you. We also need to be very careful about sensitive issues and pay
close attention to the social and cultural background of the guests too. Know your audience.

[Anna] That's a nice way to end, isn't it?

[Elias] And thanks to our audience for listening. Wherever you are in Uganda, enjoy your next
tour and keep the dos and don'ts in mind.

Of course, the dos and don'ts cover many more topics than Anna and Elias addressed in their
podcast. What do you think about the assignment of these aspects? Are they truly dos and
don'ts in visitor guiding?

More Light on the Dos and Don'ts for Visitor Guides

As a visitor guide in Uganda, effective communication is paramount, especially when discussing
sensitive topics. Here's a guide to what you should and shouldn't do to ensure your guests have
a comfortable and enriching experience:

The Dos:

¢ Do be open and welcoming. Foster an atmosphere where guests feel comfortable
asking questions and sharing their thoughts. Remember, you are a representative of
Uganda's hospitality.

¢ Do listen actively. Pay close attention to your guests' questions, concerns, and even
their unspoken cues. Clarify any ambiguities to ensure you understand them correctly,
especially if there's a language barrier. It's always better to ask for clarification than to
guess.

e Do use clear, simple, and concise language. Avoid jargon, complex sentences, or slang
that might confuse non-native English speakers. Speak slowly and articulate your words
well.

+ Do maintain a positive and enthusiastic tone. Your energy is contagious! Convey
excitement and spontaneity in your presentations to keep guests engaged, even when
discussing serious topics.
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o Do use "we-sentences" to foster togetherness. Phrases like "we see" or "we are
experiencing" create a sense of shared journey and belonging.

o Do adapt to your audience. Consider their knowledge level, cultural background, and
language proficiency. If a guest asks a question that the whole group didn't hear, repeat
it before answering.

o Do explain complex terms. If you must use specialized vocabulary, take a moment to
define it clearly.

e Do be authentic and confident. Guests appreciate a guide who is knowledgeable and
comfortable in their own skin. If you don't know an answer, it's fine to admit it and offer
to find the correct information later.

¢ Do share positive anecdotes. Weave in personal stories or interesting local tales that
highlight the beauty, resilience, and unique charm of Uganda and its people.

o Do check your equipment. Ensure your microphone, PA system, or other
communication tools are working perfectly before the tour begins.

o Do be open to other perspectives and constructive criticism. This willingness to learn
and adapt will only enhance your guiding skills.

The Don'ts:

¢ Don't sound unsure. Avoid phrases like "l think," "maybe," or "l would say." Instead, use
definite and positive statements.

o Don't start sentences with negative words like "unfortunately." Frame information
positively, even when delivering less-than-ideal news. For example, instead of
"Unfortunately, there's not much time," try "We have a focused amount of time here,
so let's make the most of every moment!"

¢ Don't be monotonous. Vary your voice tone, speed, and volume to keep your audience
engaged and prevent them from tuning out.

e Don't "um" and "er" excessively. Practice speaking fluently to minimize these verbal
fillers.

o Don't express personal political, ethnic, or religious views. As a visitor guide, your role
is to interpret, not to preach or impose your beliefs. Maintain objectivity, especially on
sensitive topics.

« Don't make generalizations or stereotypes. Treat every guest and every local individual
with respect and avoid preconceived notions based on nationality or background.

e Don't use irony or sarcasm indiscriminately. Humor can be culturally specific, and
what's funny in one context might be offensive or confusing in another. Be cautious.
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o Don't speak too softly or too loudly, or talk too much in general. Find a balanced
volume and pace, and allow for moments of quiet observation or reflection.

o Don'tignore physical or mental barriers. Be aware of background noise, guest
distractions, or signs of discomfort, and adjust your communication accordingly.

By adhering to these dos and don'ts, you'll be well-equipped to communicate effectively,
manage diverse group dynamics, and ensure every guest leaves their Ugandan tour with rich
understanding and positive memories.

What's one common communication mistake you've observed (or even made yourself!) that

you're committed to improving in your own guiding?

Communication Skills: Discussing Diverse Topics

As a visitor guide in Uganda, you'll encounter a wide range of topics during your tours. Being
able to discuss these effectively, especially those that might be sensitive, is crucial for an
enriching and comfortable experience for your guests. Here's how to approach different
subjects with confidence and cultural awareness:

Lesson 1: Culture
Uganda boasts a vibrant tapestry of cultures, and guests are often eager to learn.

e Do focus on shared human experiences: Highlight commonalities in traditions, family
values, or celebrations, even when discussing differences.

o Do share local customs and etiquette: Explain practices like greetings, dining etiquette,
or dress codes in a respectful and informative way, emphasizing their significance.

¢ Do use storytelling: Share anecdotes about daily life, traditional ceremonies, or the
origins of cultural practices. This brings culture to life far better than dry facts.

¢ Don't generalize: Avoid making sweeping statements about entire ethnic groups.
Acknowledge the diversity within Ugandan cultures.

o Don't make assumptions: Guests might have different cultural understandings. Be
prepared to clarify and answer questions patiently.

Exploring Popular Cultures in Visitor Guiding

Popular culture encompasses the practices, beliefs, and material expressions that define a
society or social system, particularly those consumed by the majority of its population. This
includes cultural products such as sport, music, art, literature, fashion, dance, film, television,
and radio.
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Today, popular culture is consumed through a vast array of "mass media" channels, ranging
from newspapers, magazines, books, TV, radio, and cinema, to documentaries, podcasts,
websites, and social media.

Examples include:

Music

e Film and television
e Cyber culture (internet trends, social media)
e Sport
e Fashion
Integrating Pop Culture into Your Tours

As visitor guides, a common question is how to seamlessly weave this broad theme into our
tours. Here are some thoughts on how to make it relevant and engaging:

Suitable Pop Culture Topics:

e Culture topics: Consider questions like: "How has the popularity of gospel music
impacted church service attendance in Uganda?" or "Which American television
programs are popular here, and why?"

e Social topics: Explore how certain trends influence consumer behavior in Uganda. Does
a particular movement promote gender equality here?

e Science topics: Discuss the advantages and disadvantages of smartphone use in daily
Ugandan life. Compare mobile payment trends in Africa versus Europe.

¢ Idols and heroes: Has a public figure changed the perception of women in Ugandan
society? Can a particular individual be considered an idol in your country?

Tips for Discussing Popular Culture

When discussing popular culture with guests, it's vital to encourage participation from
everyone. Here are some tips and examples for facilitating engaging discussions:

o Research and choose a relatable topic: Select a topic that guests can connect with or
compare to their own country's popular culture.

o Example: "Musician X from Uganda has a more positive impact on local youth
than, for instance, a global pop star like Justin Bieber. Let me tell you why."

¢ Provide examples and facts: Show how much your audience can learn through popular
culture.
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o Example: "Musician X has run several music workshops for disadvantaged
youngsters in Uganda, greatly inspiring and encouraging them to pursue training
and education, providing them with future prospects."

o Make listening enjoyable: Nobody wants to hear boring stories.

o Example: "Let's listen to a short clip of Musician X's hit song," or "Here's a brief
video of interviews with participants from their workshops."

e Encourage participation: Invite guests to provide feedback, join the group discussion,
share examples from their own countries, and exchange experiences with the group.

You can use a wide range of interpretative media and material for such discussions, such as:

o Multimedia: Audio-visual clips, pictures, objects, artifacts, newspaper and magazine
excerpts, etc.

To get started on this topic, I've put together a few tasks for you:

o Create a list of popular culture objects in Uganda. Identify links and connections to
similar objects or trends in other countries.

o Draft a short biography about an internationally known Ugandan idol from the fields
of sports, music, or drama.

e Prepare a brief commentary about this idol, using appropriate interpretative media
(e.g., an image, a song snippet). Practice delivering this commentary with a colleague or
friend.

Lesson 2: Discussing Politics and Religion as a Visitor Guide
Experience Sharing

In my experience as a visitor guide in Uganda, and | imagine yours is similar, tourists are usually
very interested in learning about the politics and religion(s) of the country they're visiting.
While some topics can be explained quite easily, religion, politics, and political systems are
considered sensitive or "hot topics" and require a blend of sensitivity and tolerance.

As professional visitor guides, we understand that every country has its own form of
government and religions, each with its own set of rules. Visitors are expected to comply with
these regulations. It's one of our fundamental responsibilities to convey this to our guests, who
might not be familiar with customs that differ from their home countries.

We need to ensure that guests show respect towards the form of government and religion in
Uganda and avoid openly criticizing them, regardless of their personal feelings. This applies, for
example, to local customs, or rules on appropriate clothing at religious sites like mosques or
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cathedrals. In such cases, it's crucial to follow the rules. Violating them can have serious
consequences. Guests not only deeply offend local people but can also lose their guest status,
potentially leading to immediate expulsion. To prevent this, we should regularly remind guests
of any relevant rules during our guided tours.

The same principles apply to us as visitor guides. It's therefore crucial that we respect the
values and interests prevalent within Uganda. We should provide our guests with factual and
objective information, free of judgment. | know from my own experience how difficult it can
be to keep one's own opinion to oneself at times. Nevertheless, it's really important to avoid
making personal statements or offering opinions or critical questions.

When discussions arise within the group, we need to act as diplomatic mediators. Our goal
must be to foster intercultural understanding. Some guests can be quite stubborn about these
topics, and it's absolutely fine to clearly state that certain comments are not appropriate. Of
course, this doesn't mean we can't address critical issues at all; we just have to handle them
carefully. For example, it would be appropriate to cite the opinion of the ruling party as a
perspective on a certain topic, then allow guests to form their own opinions on the matter.

| believe it's very important to be thoroughly familiar with Uganda's rules and regulations. I've
put together two small research tasks for you to do afterwards:

o Describe rules and regulations in Uganda that visitors should obey. Prepare a short and
factual introductory talk for your guests about these.

o Reflection: How would you remind your guests about national rules and regulations
during a tour? How would you approach individual guests who might have disobeyed
prevailing rules?

Politics

Political landscapes can be complex, and while guests might be curious, it's a sensitive area.

o Do provide factual, neutral information: Stick to established historical facts,
government structures, and major political events.

o Do focus on the impact on daily life and tourism: Explain how political stability (or
instability) affects the country and the visitor experience.

o Do refer to official sources: If asked about current political issues, you can mention
where guests can find reliable, unbiased information (e.g., reputable news outlets).

o Don't express personal political opinions or biases: Your role is to inform, not to
persuade or take sides.

o Don't engage in debates or arguments: If a guest tries to provoke a political discussion,
politely redirect the conversation to a less contentious topic.
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Religion

Religion is deeply intertwined with culture in Uganda, and discussions require particular

sensitivity.

Do explain the significance of religious sites and practices: Focus on the historical,
architectural, or cultural importance of churches, mosques, or traditional shrines.

Do describe rituals and beliefs respectfully: Present information about different faiths
in a neutral and objective manner, explaining their purpose and meaning.

Do share common religious practices: For example, explaining the importance of
Sunday church services or daily calls to prayer.

Don't endorse or criticize any particular religion: Maintain strict neutrality.

Don't engage in theological debates: Your role is not to discuss religious doctrines or
convert guests.

Don't impose your own religious views.

Lesson 3: History

Uganda's history is rich and often complex, with periods of great triumph and challenge.

Do present a balanced perspective: Acknowledge both the positive and negative
aspects of historical events.

Do use a narrative approach: Frame historical facts within compelling stories to make
them more memorable and relatable.

Do connect history to the present: Explain how past events have shaped modern
Uganda and its people.

Don't shy away from difficult topics: If a historical event is sensitive, address it with
sobriety and factual accuracy, allowing guests to draw their own conclusions.

Don't oversimplify complex historical narratives.

Presenting History as a Visitor Guide

Most tour programs heavily feature historical and art historical monuments, along with related

data and facts. As visitor guides, we employ both conversational and structural techniques to

present historical facts and relationships in an engaging and factually accurate way.

Presenting History - Conversational Techniques
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There are many ways to communicate history compellingly. When interpreting the historical
story of a heritage site in Uganda, it's essential to be selective and decide which elements will
be most interesting to your specific audience.

Here are some tips on conversational techniques:
e Presenting Opposing Points of View:
o Human-interest stories are often the most popular.

o For sensitive discussions involving political or religious questions, present
different perspectives and allow the guest to form their own opinion. For
example, when discussing a historical Ugandan king or politician, you could
present their actions from the viewpoint of both their supporters and
opponents, or discuss the pros and cons of locating certain industries in a region.

e Choosing Examples:

o From the multitude of facts, select those that are exemplary in nature. Omit
irrelevant details unless they help illustrate a point. Too much detailed
information can overwhelm your listeners.

e Personalization:

o Create more memorable stories by connecting them to specific locations. For
instance, standing in front of a monument, the house, or the grave of a famous
Ugandan historical figure.

o Portray a period of time from the point of view of an invented person (a "scenic
tour"), bringing the era to life through a fictional character's experiences.

e Choosing Sources:

o Sources can include musical, visual, sculptural, and architectural evidence of
Uganda's past.

o Linguistic sources that may be used include: poems, excerpts from short stories
or novels by Ugandan authors; official regulations, notes, and chronicles; diary
entries; letters, leaflets, invoices; police reports, judgments; newspaper
clippings, news articles; historical travelogues; and even old food and menu
cards.

e Particularization:

o Simplified, concrete individual case studies are often easier to absorb than
broad generalizations.

o Details and numbers should relate to your participants’ background knowledge.
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o Explain concepts in clear, concrete language, avoiding jargon.

o Examples: Instead of just giving a date, say: "This event happened 15 years
before America was discovered," or "This picture is 5 by 6 meters, so it has the
area of a small one-room apartment." You can also make age relatable: "The
artist lived a very long life, dying at the age of 90."

Presenting History — Structural Guidelines

Bridging the gap between Uganda's past and present is always appealing to guests. However,

it's also crucial to watch out for errors in historical accounts and one-sided perspectives. Here

are some tips on structural guidelines:

References to the Present:
o Compare past and present constructions or ways of thinking.
o Highlight continuity between then and now.

o Examples: Discuss changes in the Ugandan landscape due to large infrastructure
projects (like dams or new highways) and the reactions of the population both
then and now; compare medieval jurisprudence to today's legal principles;
contrast the medieval road network in a region with the course of today's
expressways; discuss begging in the past versus social welfare today; compare
pilgrimage in the past to modern tourism in Uganda; or explore environmental
problems in historical periods and their current manifestations.

Clarity:

o Explain stories and abstract terms with the help of visual "cliff-hangers." Use
physical objects like busts, tombs, family palaces, churches, squares, pictures, or
sculptures. Synchronize your information with the appropriate object and use
vivid, pictorial language.

o Examples: Using a model of Kampala to explain the layout of the old city and its
historical development.

Factual Correctness:
o Beware of:
= Misprints or errors in travel literature.

*» One-sided representations where the viewpoints of other groups are not
considered.

» Linguistic ambiguity, especially incorrect terms, generalizations, and
oversimplifications.
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Now it's your turn! Imagine you have to deliver a historical tour in Uganda. For your

preparation, I'm providing you with two tasks:

Identify and describe at least 5 sources you could use for a historical commentary
about a site or period in Uganda (e.g., historical documents, oral traditions,
archaeological findings, photographs, local museum exhibits).

Prepare a short lecture about a historical monument in your hometown in Uganda.
Apply both conversational and structural techniques in your presentation. Practice with
a colleague or friend and ask for their feedback.

What historical site in Uganda would you choose for your short lecture, and why?

Lesson 4: Daily Life

Guests are often fascinated by the everyday realities of life in Uganda.

Do share insights into local routines: Talk about transportation, markets, education, or
family structures.

Do highlight local innovations and challenges: Discuss how Ugandans adapt and thrive
in their daily lives.

Do use real-life examples: Share observations or anecdotes that illustrate typical daily
activities.

Don't romanticize or sensationalize poverty or hardship: Present realities respectfully
and avoid stereotypes.

Don't invade people's privacy: Be mindful when observing or discussing local
individuals.

Exploring Daily Life in Uganda with Your Guests

Learning about the daily life of the host country is always fascinating for our guests on a tour. |

asked a colleague from Georgia for his insights on approaching this topic, and he kindly shared

his guidance.

Guidance from a Fellow Guide

Share your personal experiences: Giving examples from your own life—like your
favorite local restaurants, shops you visit, or foods you enjoy—significantly boosts your
credibility with guests. They're often interested in your personal recommendations.
Remember, though, that a recommendation becomes your responsibility, so choose
wisely!
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o Forinstance, if discussing local Ugandan markets, a guest might ask, "Which is
your favorite stall for Rolex, or where do you buy your fresh fruits?" Your
personal recommendation, born from experience, can be invaluable.

¢ Introduce local people thoughtfully: Bringing a local person into the tour can add a
layer of authenticity and adventure for guests. However, ensure the interaction stays
focused on the topic at hand. | always try to ask neutral questions. For example, when
visiting historical neighborhoods in Kampala, | might ask a resident, "How many families
live in this typical old Kampala yard?" The number often fascinates guests. If you'd like
to include local people, always prepare neutral questions that can help guide the
conversation.

¢ Handle off-topic or private questions gracefully: Sometimes, guests might ask
guestions that are irrelevant to the tour or too personal. In such cases, politely inform
the group that the question is off-topic, then find a private time and place to address
the individual's query if appropriate.

o Be easily identifiable: As the visitor guide, you need to be easily spotted throughout the
tour. Elements like a distinctive umbrella, a hat, or a badge can serve as crucial visual
cues for guests to follow you, especially in crowded areas like Owino Market.

¢ Know your routes thoroughly: Carefully study the roads and sites at different times of
the day and under various weather conditions. This allows you to give guests the best
possible impression and anticipate any logistical challenges in Uganda's dynamic
environment.

Direct Approaches to Conveying Daily Life

That was insightful, wasn't it? I've also thought about how you can directly approach this topic
yourself and have compiled a few important points:

e Report on your own experiences: Share anecdotes about your daily life in Uganda, your
family or friends, and your interactions with local authorities, hospitals, institutions, or
public transport.

o Example: "Unlike in many European countries, here in Kampala, when you use a
'matatu’ (public minibus), you usually pay the conductor as you exit, and
haggling for the fare is common for tourists."

e Let local people speak briefly: Whenever an opportunity arises, allow local people to
share a few words with your group.

o Example: Incorporate a visit to a local restaurant for a dinner meal, or, if treated
with respect and prior arrangement, a brief visit to a private Ugandan home
could also be a powerful experience.
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Address local people in a friendly and polite manner: When the opportunity arises in
places like cafes, restaurants, or on public transport, engage locals briefly with
respectful questions.

o Example: "Hello! We're a tour group from Germany. Do you know Germany?" or
"What do you love most about Uganda? What's your favorite local food? What
do you recommend we experience while we're here?"

Expect personal questions about daily life: Groups led by a local visitor guide are often
interested in personal details. Be prepared for more personal questions about your daily
life.

o Example: "Where were you born in Uganda, where did you grow up?" "What are
your favorite local dishes?" "What's your favorite hidden gem in the country?"

Discussing everyday life in Uganda with your guests doesn't have to be completely

spontaneous. Rather, you should prepare thoroughly for it.

Create a short list of questions about daily life that you might want to address to local
people in Uganda. Consider what your customers might find interesting and what they
can relate to.

Research and identify at least 3 sources you could use to explain daily life issues to your
customers, connecting historical facts with the present situation in Uganda.

Lesson 5: Taboos

Understanding local taboos is essential for avoiding unintentional offense.

Do educate guests discreetly and respectfully: Inform them about actions, gestures, or
topics that are considered inappropriate or offensive in Uganda.

Do explain the why behind the taboo: Often, there's a cultural or historical reason for
certain prohibitions.

Do provide practical guidance: For instance, advise on appropriate dress in religious
sites or respectful ways to interact with elders.

Don't make light of taboos: Treat them with seriousness and sensitivity.

Don't shame or embarrass guests if they unintentionally breach a taboo; gently guide
them.

By thoughtfully preparing how you discuss these diverse topics, you can ensure your tours are

not just informative but also culturally enriching and respectful for everyone involved.
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Understanding and Navigating Taboos as a Visitor Guide

To understand well this topic, I've arranged an interview with Angelika Mdller, Head of
International Visitor Guide Recruiting and Training at Studiosus, a leading tour operator in
cultural tours.

Interview: Angelika Miiller on "How Do We Deal with Taboos?"

[Presenter] Welcome to another expert interview. This time, our expert is Angelika Miiller.
Having worked as a visitor guide herself for many years, she's very familiar with the day-to-day
challenges of the job, which fits perfectly with today's topic: "How do we deal with taboos?"
Hello, Angelika. Let's start with the first question: What are taboos, and why is it so difficult to
talk about them?

[Angelika] Well, taboos are implicit conventions regarding behavior or utterances. Every

culture, every society has its own taboos. For example, what one should not do, what one should
not talk about, or only talk about in a very specific way. But what may be declared unfit for one
group by custom or religion may be perfectly acceptable to another. All cultures have their own
specific social agreements about what is desirable or allowed, and what is not. They therefore
have their own ideas of "right" and "wrong." We grow up quite naturally in our very own social
and cultural framework and rarely question it. Different cultures have different prohibitions,
which are usually accepted and followed tacitly.

Things or ways of acting that are taboo in one culture can be quite unproblematic in another.
We are all culturally influenced in different ways, so culture is an invisible orientation system we
grow up in, and we normally just take it for granted. It affects our thinking, influences our
assessments, and the way we act. In our daily life, we usually don't question it since we have
received ideas of right or wrong. When traveling and getting in touch with other cultures and
people, one might get confused because familiar patterns no longer apply naturally in a
different orientation or social system. Travelers want to avoid making mistakes. Many prepare
properly for a trip, but of course, they cannot know all the customs and rules in the culture or
country that becomes their new holiday destination.

[Presenter] Which topics do you think are particularly sensitive?

[Angelika] Well, for example, religion, social systems, politics. These topics are particularly
sensitive, but generally speaking, they belong to the daily normative culture of a country. That is
why they are so interesting to travelers. They might want to know which different religions exist,
how the state is politically organized, what the average age of the people is, or what the
healthcare system is like. Sometimes, it is a huge challenge for visitor guides to talk about these
topics or others in a most objective way without getting too personal. It may simply help to
describe a situation, yet not judge it.
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[Presenter] In your experience, what are the actions or behaviors that both guests and visitor
guides need to be aware of?

[Angelika] Well, let's look at some examples regarding gestures. Sometimes we speak with
hands and feet, especially on holiday when we are not able to communicate using the local
language. Sometimes, this can simply lead to confusion, for example, when counting things with
fingers instead of saying the right numbers. Or it can seem disrespectful. For example, thumbs
up or the OK sign can have completely different meanings in different cultures. I'll give you
another example: In some countries, it is even considered unclean to eat or touch people with
the left hand.

If we talk about body contact, in some countries, women and men don't touch each other in
public, even if they are married. These rules also apply to guests who are expected to behave
accordingly. A no-go in some cultures is also touching people on the head. This means guests
need to know this so that they, for example, don't stroke children's heads.

And if you go on to look at photographs: On holiday, people encounter other cultures,
landscapes, architecture, etc., and they like to take beautiful photos as a souvenir or a memory.
They often try to find extraordinary subjects and then show the results to family and friends.
Many travelers also post them on their social media channels. Holidaymakers are often not even
aware of what they are allowed to photograph or not. Or they get carried away with, well, let's
say "hunting fever," and no longer think about what they have read in their travel guidebooks
before. In any case, the right to one's own image definitely applies everywhere in the world. If
someone makes it clear that they do not want to be photographed, then this should be
respected. In the worst-case scenario, this can also mean an intervention by the visitor guide,
even if this means standing between the cameras and the person or object being photographed.
And under no circumstances should children be given money to have their picture taken,
including situations where parents, older siblings, or other people force them to do so.

Let's look at another topic: inappropriate clothing. Dress codes can vary widely from country to
country. They may be prescribed or even strictly required when visiting, for example, religious
places. Short skirts or trousers, bare shoulders, etc., may be considered a no-go or disrespectful.
Visitor guides should prepare their guests for the local customs or certain situations they will
find themselves in, so they can dress accordingly.

Let's look at some taboos for visitor guides. For example, inventing stories. Sometimes guests
ask unusual questions or want specific information. If a visitor guide does not know an
immediate answer, they should not make up a story. This might cause guests to lose confidence
in their guide, and they might start doubting everything the guide has told them so far or will
ever tell them. Instead, they should postpone the answer until later and ensure the guests
obtain the relevant information. But this must not be forgotten, because the guests are waiting
forit. And it's always advisable not to make promises one cannot keep.
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Another important example is relationships with guests. Sometimes guests might feel like
friends. Friendly interaction is, of course, important within the group and makes the tour much
easier. However, visitor guides should always be aware that they need to keep a professional
relationship with their guests and stick to it. This includes, for example, treating everyone in the
group equally. Giving particular guests more attention, flirting with them, or getting
romantically involved is a taboo for visitor guides. This could significantly impact the group's
mood, and there are always other guests who won't like it or accept it.

[Presenter] What role would you say visitor guides play in this context, also in terms of
knowledge transfer?

[Angelika] Well, here visitor guides play an important role, both as cultural mediators and as
ambassadors, by sharing their knowledge with guests and preparing them well for certain
situations or cross-cultural interactions, so that they avoid making too many mistakes. Some
things could be embarrassing or even forbidden and, in the worst case, could harm the group as
a whole as well as the visitor guide in the end.

In these cases, visitor guides are required as translators and can give a short introductory
course on nonverbal language usage in an entertaining way, perhaps by practicing the most
important gestures on the coach while driving to the next place or tourist attraction.

Visitor guides know exactly what is allowed, what is not wanted, or even forbidden in each of
their countries. This means it is part of their job to inform their guests as early as possible and
give them insight into the cultural, social, or historical background of their countries. Guests
want to know: Why might it not be permitted to take pictures of, let's say, women, children,
religious interiors, tombs, or military bases? Why is this taboo? They need to know what the
consequences of such an action would be, not only for the photographers themselves or the
group but also for the visitor guides.

Visitor guides can inform their guests generally about these points at the beginning of the trip,
and then more specifically on the day of the visit to a particular tourist attraction. Sometimes
suggesting a change of perspective may also help. How would, for example, guests react if
tourists were standing at their home in front of the garden, taking pictures of the family on the
terrace or the children playing?

It's about raising guests’ awareness but also showing them other objects they are welcome to
photograph. And if the visitor guide also takes into account the time of day and the position of
the sun, their guests will usually be satisfied and excited. The mentioned topics and examples
are not rocket science; they are all about basics in our cultures, and it's worth keeping them in
mind and helping guests understand them too.

[Presenter] Well, | think that rounds everything off wonderfully. Many thanks to you. | look
forward to seeing you very soon for another expert interview.

82



How to Deal with Taboos and Morally Incorrect Behavior

There will always be situations where taboo topics might arise. But how do we behave properly

in such situations, and how can we safely address sensitive issues? I've written down my

thoughts on this:

Explain and clarify: Clearly explain to your group what culturally sensitive topics mean
in Uganda and its culture. This helps raise customers’ intercultural awareness and
manages expectations.

Stick to necessary facts: When discussing taboo subjects, avoid dwelling on them
beyond stating the necessary facts. Always remain objective and factual, comparing to
customers' cultures in an objective way if relevant.

Stay calm and don't be offended: If guests insist on talking about taboo subjects,
remain calm and don't take it personally or take sides. Try to gently redirect the
conversation by being flexible and creative, distracting and leading the discussion to a
new and less sensitive topic.

Establish clear boundaries: Clearly establish and explain a framework of morally
acceptable and unacceptable behavior to the group, aligning with Uganda's cultural
values.

Provide space for reflection: Recognize that tourists come from diverse cultural
backgrounds, social realities, and ideological systems that shape their moral
perceptions. Offer space for them to reflect on these differences.

Avoid sensitive sites (if not planned): Do not visit emotionally sensitive or controversial
sites, such as places of death or danger, if they are not explicitly part of the tour
itinerary.

Address conflicts individually first: Always address moral conflicts with guest(s) on an
individual level first, before escalating it to the entire group.

Communicate and discipline: Clearly communicate and, if necessary, discipline
transgressive behavior from guests. If a guest consistently fails to comply with rules, be
prepared to enforce the travel contract, which may include canceling their participation.

| think for all of us, this is a very important issue. | have therefore come up with two research

tasks on how you can approach the topic for yourself:

Identify topics that are sensitive in your culture in Uganda. Describe how you would
explain these topics, what language you would use, and how you would make your
guests aware of these "hot" topics.

Reflection: Have you experienced examples of transgressive behavior from tourists in
Uganda? What happened? How did it make you feel, and how did you handle it?
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Communication Skills - Intercultural Learning and
Understanding

Lesson 1: Fostering Intercultural Learning and Understanding
Intercultural Awareness and Understanding

Intercultural understanding ignites people's interest in the lives of others. It encourages
individuals to connect their own world with that of others in a non-judgmental way, fostering
empathy and respect for both their own culture and the cultures they encounter.

Levels of Intercultural Understanding

Unaware: People at this stage don't realize there are ways of doing things different from
their own.

e Aware: People are conscious of different behaviors but still believe their own way is the
most appropriate.

e Unsure: People are uncertain about different behaviors but are open-minded and
willing to reconcile varying approaches.

e Creating: People actively integrate different perspectives and behaviors, forging a new,
shared understanding through respect and empathy.

Intercultural Understanding and Learning in Visitor Guiding

| find the following question incredibly important. Can you answer it and complete the short
sentences?

What is the role of the visitor guide in terms of intercultural understanding?
1. Visitor Guides are Cultural Mediators.
2. Visitor guides help guests to understand the culture of the host country.
3. Visitor guides are aware of the group's cultural background.

4. Visitor guides consider the intercultural challenges or "traps" their participants might
encounter.

Steps to Facilitate Intercultural Understanding in Tour Groups

Visitor guides facilitate discussions that empower participants to discover, understand, and
reflect on intercultural differences. This offers them the opportunity to gain valuable
intercultural learning experiences, which often involve emotional processes.

In my view, two aspects play a major role in this process:
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Recognizing Culture and Developing Respect

e Critically review your own cultural lens: Examine the views, beliefs, assumptions, and
values from your own culture. Understand how they shape your perceptions.

e Cultivate interest and non-judgment: Be curious about the differences between your
own culture (e.g., Ugandan culture) and the host culture (if you're guiding abroad, or
simply different cultures within Uganda). Actively seek information, ask clarifying
qguestions, and bridge any language gaps.

e Question assumptions about the host culture: Recognizing and accepting differences is
fundamental to "international understanding." Aim to paint the most realistic picture
possible of both your own country and the foreign country or culture being visited.

Interacting and Empathizing with Others

o Develop empathy and take responsibility: Promoting empathy means you learn to
better "understand" the country you are traveling to, its system, and its people — with
both your head and your heart!

e Engage in intercultural learning: This involves gaining insight, benefiting from
exchanging views and experiences from both sides, reflecting on intercultural
experiences, and taking personal responsibility for fostering understanding.

What's one specific example of a cultural difference you've encountered on a tour (either as a
guide or a traveler) that required intercultural understanding to navigate?

Lesson 2: Practical Tips for Enhancing Intercultural Understanding on
Tour

As visitor guides in Uganda, we have many ways to foster intercultural understanding within

our tour groups. This includes, for instance, avoiding "I" statements and instead using "why"

guestions to encourage reflection on cultural norms and values. Here are more tips for you:
Creating Intercultural Situations

Facilitate "intercultural situations" that offer authentic, "real" impressions of daily life. For
example:

o Take public transport: A trip on a local "matatu” (minibus) or a boda-boda (motorcycle
taxi) provides vastly different impressions than traveling by private coach, immersing
guests in the local rhythm.

o Facilitate discussions with locals: Encourage conversations with Ugandans and local
visitor guides about everyday topics they both know and are interested in, such as
sports, music, or family life.
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o Engage with passers-by: Encourage polite conversations and inquiries with people on
the street to gather interesting daily life information.

o Dine at local restaurants: Encourage guests to experience local eateries. This allows for
a sensory examination of their own tasting and eating habits compared to Ugandan
cuisine.

o Shop at local markets: Encourage guests to buy typical groceries and souvenirs at local
markets. This lets travelers immerse themselves in the hustle and bustle and engage all
their senses.

¢ Provide free time: Offer individual travelers discreet free time to "immerse" themselves
in the everyday world and absorb impressions.

Conversational Techniques
Use these conversational techniques to foster deeper understanding:

o Create relaxed situations: Hold conversations about past experiences or general aspects
of Uganda in relaxed settings, such as a café at a bustling market square, a short walk, or
during program breaks in attractive locations.

o Use questioning techniques: Asking, "... and how is it at home?" often generates more
participation and reflection than simply having guests listen or explaining something.

¢ Bridge "international comparability" gaps: Explain cultural nuances to remove as many
inhibitions as possible. Support your explanations with informative materials if available.

e Involve local participants: If a participant is originally from Uganda but now lives
elsewhere (e.g., Germany), include them as "mediators between cultures." This adds
authenticity and can assist with translations, enriching the group's experience.

Translation Techniques
If participants don't speak the local language, use these translation techniques:
e Use concise and simple language: Avoid long, complicated phrases and passages.

o Allow "digestion times": Give guests small pauses to process information, allowing
more space for thought and for you to add brief comments.

o Ask for clarity: Always ask if anything is unclear.

¢ Summarize "intermediate translations": Briefly summarize discussions that require
translation to avoid losing too much time and to keep everyone updated.

¢ Distribute translating responsibility: If possible, encourage other participants who
know the language to assist with translation, fostering a sense of shared effort within
the group.
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Mediating "Intercultural Conflicts"
When "intercultural conflicts" arise, handle them diplomatically:
e Don't take comments personally.
e Foster balance and good relationships within the group from the outset.

o Emphasize your role as a guide: For some guests, explaining local conditions might be
perceived as "siding with the foreigners." Stress your role as a facilitator, mediator, and
representative of the foreign culture, rather than an individual expressing personal
views.

o Explain cultural backgrounds: Refer to cultural backgrounds and customs, taking the
other person's cultural context into consideration, and avoid stereotypes.

e Be agood listener: Be sensitive and take other perspectives seriously. Create an
environment where everyone feels comfortable speaking equally and respectfully.

Scenario: An Inappropriate Comment

A group of Norwegian holidaymakers has just arrived by plane. During the coach ride to the
hotel, the guests look out of the window. A traveler notices a road construction worker resting
in the shade and makes a comment.

Which of these responses would be more appropriate for a visitor guide?

1. "Quite the opposite, actually. The workers here often work up to 12 hours a day, and
that's in this heat. They likely take short, vital breaks to cope with the strenuous
conditions."

2. "Yes, you are right. The workers here are really lazy. You should get out and tell them
that clearly."

You have successfully completed the third learning unit of the course "Digital Visitor Guiding." |
look forward to seeing you again in the next learning unit!

MODULE 4: Principles of Group Psychology for Visitor
Guides

This self-paced course invites current and aspiring visitor guides in Uganda to delve into the
fascinating world of group psychology, group pedagogy, group management, and logistics. It's
also suitable for anyone interested in these topics.

What Will You Learn?
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You'll gain an understanding of the principles of group psychology.

You'll learn about group pedagogy and how people learn in a group setting.

You'll discover effective strategies for managing a tour group smoothly.

You'll explore the essential logistics tied to being a visitor guide.

Keywords: Visitor guiding, skills, group psychology, group pedagogy, logistics

Introduction to Principles of Group Psychology

In this section, you will learn about the principles of group psychology
Group Psychology for Visitor Guides

Welcome back! I'm so pleased you're joining us for this fourth learning unit, which is divided
into two parts. First, we'll explore group psychology and pedagogy. Then, we'll move on to
group management and logistics.

| can assure you that both parts are closely related in practice. Why? It's mainly because of the
common situation we find in almost every tour group in Uganda. Individuals from diverse
professional and social backgrounds come together for a group tour, all aiming to experience a
new culture and country. Some participants might be seasoned travelers, while for others, this
could be their very first group tour.

By joining a group tour, participants implicitly agree to adhere to certain group rules and norms.
Conforming to a group and its expectations can place significant pressure on individuals. Many
guests find it challenging to embrace the group's mode and mood, accept limitations on their
individual freedom, and take responsibility as group members for the tour's collective success.
This is why, as visitor guides, we must ensure that every participant feels valued both as an
individual and as a member of the group.

This approach cultivates a sense of belonging and fosters positive group dynamics, which in
turn helps prevent tensions and conflicts. This is our ultimate goal, because a tour group that
doesn't harmonize can quickly become an absolute disaster. So, to avoid that, let's dive into the
topics of this learning unit, starting with group psychology.

What's one common challenge you've observed (or anticipate) when individuals from different
backgrounds come together in a tour group?
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Lesson 1: Principles of Group Psychology for Visitor Guides

To effectively apply strategies that promote positive group formation, we must first understand
the principles of group psychology. This includes knowing the different phases of group
development and being able to identify factors that influence group dynamics.

Different Phases of Group Formation

The formation and dynamics of groups naturally progress through different stages — from the
beginning until the end of a tour. As visitor guides in Uganda, you support participants through
these various phases, helping them adjust and align to the group, and mediating or resolving
conflicts when they arise.

e Orientation Phase:

o Description: Participants don't know each other. They are cautious and feel
nervous: What will the other participants be like? Can | get along well with them
for the next few days/weeks? Will | be able to join the group? Which rules are
given? How will the visitor guide be?

o Visitor Guide Strategy: The visitor guide needs to provide a feeling of security
and awareness. Get to know the participants individually and address the whole
group. Set clear group rules from the outset:

= Every participant is valued and belongs to the group.
* Avoid talking about other participants; address them directly.

= Communicate clearly what you want/expect to prevent anger and
frustration from building up.

¢ Conflict Phase:

o Description: Participants gain a sense of security and begin searching for their
role within the group. They show more everyday behavior, criticize each other,
and openly communicate frustration (sometimes even towards the visitor
guide). Aggressive behavior is often an expression of individuality and
territorialism. Smaller subgroups may form, offering security and support for
participants.

o Visitor Guide Strategy: The visitor guide should highlight the personal strengths
of individual participants and encourage everyone to contribute to and join in
group activities.

¢ Togetherness Phase:
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o Description: Participants have found their position and gained greater
acceptance and appreciation. The feeling of belonging to the group is clearly
noticeable. Group life is enjoyable, and tolerance for differing behavior
increases. Friendships are made, participants express sympathy and
appreciation, and they try not to disrupt the harmony achieved in the group.
However, there's an increased potential for conflict near the end of the tour
(often referred to as "group fuss" or "cabin fever").

o Visitor Guide Strategy: The visitor guide should allow and encourage individual
free space, emphasize the sense of togetherness, and mediate any arising
conflicts in a calm and clarifying manner.

Factors Impacting Group Formation and Dynamics

There are quite a number of factors that can influence group formation and dynamics. As

visitor guides, you need to be aware of these factors and address them with participants on a

social level, primarily through effective communication. Otherwise, conflicts may escalate on a

factual level (e.g., participants unable to communicate their frustration might start disputes

about the quality of hotels, coaches, or meals).

To expand on this, here are some of these influential factors:

Diverse professional and social backgrounds of guests: People from different walks of
life in Uganda and from around the world bring varying expectations and norms.

Density of program: A tightly packed itinerary can reduce individual choice and
freedom, leading to stress.

New impressions in the travel destination: Experiencing a different climate, unfamiliar
mentality of the local people in Uganda, or confronting poverty and less comfort can be
challenging.

Focus on gaining information (factual level) vs. group connection (social level): A
mismatch in priorities between guests can create friction.

Collective group mood: The overall atmosphere within the group, interactions between
individual members, or the relationship between the entire group and the visitor guide
significantly impacts dynamics.

Willingness of individuals to accept the situation: How adaptable guests are to
unexpected changes or group norms.

Different individual psycho-social needs: Neglecting needs for appreciation,
recognition, closeness, distance, or belonging can cause frustration and anger.

Recommended Group Strategies
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Various strategies can help create a positive group atmosphere and dynamic. Such strategies
aim to make participants feel more comfortable and more in tune with the group.

Here are some strategies | like to use:

e Being Optimistic: Being optimistic about the tour outcome and communicating it from
the beginning can align all individuals. Discuss your positive expectations with the group
to increase their confidence in the group dynamic.

¢ (Role) Model: Be a positive role model by being helpful to the whole group and
individual participants. Try to encourage group members to be helpful, look out for each
other, and foster group effort.

o Detect Behavioral Habits: Identify behavioral habits and patterns (e.g., caretaker,
manipulator, hero, clown) and recognize the roles participants naturally adopt. This can
help you predict how they might react or interact.

e Set Goals for the Group: Identifying and collectively striving for a common goal
improves group performance. Ensuring participants can work together for a positive
outcome will unite the group. Examples include: discovering local Ugandan cuisine,
artists, or artifacts over the duration of the tour, with participants sharing their findings
and feedback within the group.

e Apply Coping Strategies: Employ coping strategies for challenging group situations,
including seeking support from colleagues, proactive problem-solving, incorporating
relaxation, using humor appropriately, and adjusting expectations.

Situations with difficult tour groups are the ones we need to prepare for the most. | have
therefore developed the following two tasks for you to start your preparation:

¢ What can lead to "cabin fever" in a group, especially during a longer tour in Uganda?
How can you prevent this? Identify specific factors and describe suitable strategies you
would implement.

e Scenario: It is day 3 of a tour with a very difficult group in Uganda. You can sense
dissatisfaction and tensions, but nobody is talking to you directly. Describe how you
would approach this situation and these guests.

Lesson 2: Group Pedagogy

Group pedagogy refers to the art and science of teaching and facilitating learning within a
group setting. It's a pedagogical approach that focuses on how individuals learn effectively
when working together, aiming to leverage the collective dynamics of a group to enhance the
learning experience for all members.
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Here are the key aspects and aims of group pedagogy:

Collaborative Learning: At its core, group pedagogy emphasizes collaborative efforts.
This means students (or in the context of tourism, guests) work together in small groups
to achieve shared learning objectives or goals.

Facilitating Interaction: It involves strategies to encourage effective communication,
active listening, and constructive dialogue among group members. The idea is that
through interaction and discussion, individuals can articulate their ideas, uncover
assumptions, and build shared understanding.

Developing Skills: Group pedagogy is designed to foster a range of valuable skills
beyond just content knowledge. These include:

o Critical thinking

o Problem-solving

o Communication

o Teamwork

o Leadership

o Negotiation and conflict resolution

o Empathy and respect for diverse perspectives

Active Learning: It promotes active participation rather than passive reception of
information. Guests are encouraged to engage with the material, explore concepts, and
apply knowledge in real-world or simulated scenarios.

Addressing Group Dynamics: A good understanding of group pedagogy considers the
different phases a group goes through (orientation, conflict, togetherness, etc.) and the
factors that influence group dynamics (individual backgrounds, program intensity, new
cultural impressions, etc.). This allows the visitor guide (or educator) to proactively
manage the group to create a positive and productive learning environment.

Tailoring Content: In the context of visitor guiding, group pedagogy involves carefully
selecting and arranging educational content to meet the diverse needs and
requirements of the group participants. This means making the information relevant,
engaging, and accessible to everyone.

Role of the Facilitator: The visitor guide acts as a facilitator or mediator, guiding the
learning process rather than simply lecturing. They create opportunities for discussion,
reflection, and experiential learning.
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In essence, group pedagogy is about intentionally designing and guiding group interactions to
optimize learning outcomes and foster a sense of shared experience and understanding among
participants.

Aims of Group Pedagogy in Visitor Guiding

As visitor guides, we integrate principles of group pedagogy into our tour planning and
execution. The primary goal is to develop relevant content for our tours, whether they are
extended round trips, specialized study tours, or focused guided experiences. This also includes
developing content specified by the tour organizer, such as themed trips, religiously motivated
journeys, or publicly funded tours.

Ultimately, visitor guides identify, select, and arrange the most appropriate educational
content to meet the specific needs and requirements of their group participants.

Establishing a Framework for Pedagogical Planning

To prepare a tour according to pedagogical guidelines, you should first define the tour's overall
framework. Then, you'll determine the content and create a clear structure for the tour.

Here are some guidelines for your preparation:
e Guidelines for Establishing a Pedagogical Framework:

o What specific program items are planned (e.g., a historical fort, a city tour, a
museum visit, a national landmark in Uganda)?

o Which key topics should be addressed (e.g., colonial architecture, the history of
the Buganda Kingdom, local conservation efforts)?

o How should these topics be conveyed (e.g., through communicative leadership,
interactive discussions, storytelling)?

o What tools or resources do | need for this (e.g., a laptop to show comparative
photos, historical maps, audio clips of traditional Ugandan music)?

¢ Guidelines for Content-Related Topic Selection (What Participants Should Gain):
Participants should:

o Gain knowledge of the historical, political, social, economic, religious, and
geographical basic structures of Uganda.

o Understand the background of Uganda's cultural heritage.

o Become aware of the historically determined relativity of their own values and
behavior, aiming to reduce prejudices and foster tolerance and a sense of
responsibility.
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o Be able to classify the monuments visited (e.g., historical, art-historical,
geographical significance).

o Develop a willingness to work for a healthy environment, recognizing the
importance of environmentally and socially responsible tourism and acting
accordingly.

e Guidelines for Structuring the Program:

o Create a clear outline of the topics, their weighting, and distribution. For
instance, "How many historical visits are there? When does the topic of 'Ancient
Kingdoms of Uganda' begin, and when will it be concluded?"

o Avoid excessive specialization: Limiting the tour to only one specific perspective
(e.g., only art-historical or political) can lead to participant over-saturation and a
narrow viewpoint.

o Avoid disconnected, isolated factual knowledge.

o Try to create relationships between individual participants and the
objects/attractions on the tour, making the experience more personal and
memorable.

So far, this has been a theoretical introduction. Now, apply your knowledge practically in the
following task:

e Create a structured overview about a 1-hour city tour in a Ugandan city (e.g., Kampala,
Entebbe, Jinja). Outline all related topics you would cover and explain how you would
apply the elements of didactics (teaching methods) to make it engaging and informative
for your guests.

Lesson 3: Enhancing Tours with Differentiation, Variation, and
Repetition

As visitor guides in Uganda, our role is to organize the diverse impressions and themes during a
tour into a clear, digestible order. We do this to ensure participants can understand and absorb
content without feeling overwhelmed or confused. To achieve this, we apply pedagogical tools

such as differentiation, variation, and repetition, along with motivational and questioning
techniques.

Differentiation

Differentiation involves tailoring the delivery of content, information, or tasks to accommodate
participants' varying and diverse needs and requirements.

o Differentiation for Diverse Target Groups:
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o Participants come with different prior knowledge, interests, life experiences,
humor, intellectual demands, and leisure needs.

o Provide targeted "hard facts" that everyone should know.

o Offer extended "hard facts" for participants with greater prior knowledge or
specific interests.

o Supplement and extend with "soft facts" that cater to individual interests, life
experiences, humor, intellectual demands, or leisure preferences.

« Differentiation for Physical Situations:

o Adjust for the physical situation of the group or individual participants,
considering their age, performance, and receptiveness.

o Arrange visits and tours adapted to participants' needs and daily rhythms. For
example, planning more strenuous visits in the morning rather than the
afternoon.

o Adapt routes and durations, offering possible alternative routes for less mobile
guests.

o Consider weather conditions in Uganda, adjusting plans to ensure comfort and
safety.

o Differentiation for Group Needs:

o Recognize that groups might have a greater need for explanations and visiting
attractions in the first few days of a tour.

o Shift focus towards individual needs and preferences towards the end of the
trip.

¢ Inner Differentiation within the Group:

o Provide specific information to individual participants interested in niche or
extended topics.

o Encourage participants to make short contributions to the group, sharing their
own insights or experiences.

o Offer specific support for participants who may need it.
Hard Facts and Soft Facts
When we talk about differentiation, information is divided into "hard facts" and "soft facts."

o HARD FACTS: This is essential information that every guest should receive about a site

or topic:
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o Type, function, and history.
o Key figures associated with the property and related historical events.

e SOFT FACTS: This includes supplementary information that goes beyond the "hard
facts." It adds color, depth, and personal connection:

o Anecdotes or historically compelling but not necessarily strictly factual events.

o Information that expands on the "most important" (i.e., historically sanctioned)
facts.

o Relevant jokes, comments from previous guests about the property.
o General historical context relevant to the property.
Why not apply hard facts and soft facts right away? This task will help you try it out:

¢ Select a well-known attraction on your tour in Uganda (e.g., the Uganda Museum,
Kasubi Tombs, a local market). State the "hard facts" about it. Then, identify which
"soft facts" you would share for a study tour group and which you would choose for a
school class (ages 10-12 years).

Variation
Variation is crucial for avoiding fatigue and boredom among participants. Visitor guides should:
e Avoid presentations that are too long and tiring. Break up lengthy explanations.

¢ Avoid including too many similar buildings or attractions. Try to vary the experience
with visits to markets, gardens, craft centers, or natural sites like waterfalls or lakes.
Provide memory aids for distinguishing features if there are similarities.

¢ Vary topics and priorities. Mix mythological connections, local anecdotes, regional
details, and historical facts to keep the narrative fresh.

¢ Vary methodical approaches and presentation styles. Don't just lecture; incorporate
storytelling, quizzes, interactive discussions, or visual aids.

Repetition

Repetition helps guests memorize content and establish connections, encouraging long-term
retention. Repetition is particularly useful to:

e Combine the abstract with the visible to create memorable reminders.

e Establish structures and relationships/mental frameworks. For example, "You
remember that we already met the same master craftsman in Jinja..."
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Facilitate evaluation and personal connection. "What particularly fascinates me here in
this church is... and maybe you feel the same way?"

Serve as reminders for important organizational information, such as meeting points,
departure times, or safety guidelines.

Lesson 4: Boosting Engagement: Motivational and Questioning

Techniques

For participants to be motivated, their basic physical and social needs must be met. Motivation

tends to drop after long waits, extended standing times, discomfort (like heat exposure in

Uganda), or overly long and complicated presentations.

However, there are several strategies we, as visitor guides, can use to keep our guests

energized and engaged. Here are some ideas:

Motivational Techniques

Focus on Interests: Tailor your content to your participants' existing interests. For
example, if you have a group keenly interested in Ugandan arts and history, delve
deeper into those subjects. If their focus is socio-political, cater to that.

Motivate at "Dead Points": When energy dips, offer encouragement and the prospect
of something pleasant. "We're on the home stretch now, just a short burst of fascinating
history, and then an excellent lunch awaits us in a cool garden restaurant!"

Vary Transport Modes: Surprise your guests with an unexpected change. This could be a
spontaneous walk through a local village, a serene boat ride on Lake Victoria, a trip on
Kampala's bustling bodabodas (with safety considerations), or even a short ride on a
local train. These unexpected changes can significantly boost excitement.

Share Humor: A well-placed joke or a funny local anecdote can lighten the mood and re-
engage your audience.

Questioning Techniques

Asking questions during a guided tour is an excellent way to capture guests' attention and

encourage participation. There are different types of questions you can use:

Rhetorical Questions for Information Delivery: These questions guide guests' thoughts
towards key information without necessarily expecting an immediate answer.

o "What was life like for the people who lived in these ancient Ganda buildings?"

o "Above all, the architect of this temple had one question to solve: How do | cope
with the sloping terrain?"
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o "What was the daily routine of a student who studied here in the 16th century?"

o "The sculptor of that magnificent piece was primarily concerned with one
thought: How do | manage to eliminate the competitor and get the job myself?"

e Questions Relating to Participants' Everyday Skills and Observations: These encourage
guests to use their own knowledge and senses.

o "How old do you think King Kintu was when he was depicted in this carving?"
o "What emotion do you sense on the face of that statue?"
o "From which social class do the people depicted in this mural likely come?"

o "To what extent does the wall structure here in the interior of the church
correspond to the structure of the facade we just looked at?"

¢ Questions as Communicative Leadership Tools: Use questions to guide the
conversation and encourage reflection.

o Prompt guests to recall previous knowledge or earlier explanations.

o Use didactic questions to encourage guests to view an object or attraction from
a specific perspective.

e Encourage Questions Throughout: Always encourage guests to ask questions during the
tour, rather than saving them all for the very end. This promotes a more dynamic and
interactive experience.

Which of these motivational techniques do you think would be most effective on a cultural tour
in Uganda, and why?

Module 5: Introduction to Visitor Group Management

Welcome to the 5% part of this learning unit, where we'll dive into group management and
logistics. Effective group management is crucial for a successful tour, ensuring everything runs
smoothly and everyone has a great time.

Even though we've already covered the theoretical aspects of group psychology and pedagogy,
you'll quickly see how vital it is to apply those principles in real-time tour situations. Think
about it: a well-managed group is a happy group, and a happy group makes for an
unforgettable experience in Uganda.

This section will equip you with the practical strategies and logistical know-how you need to
confidently lead your groups. Let's get started!
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Lesson 1: Mastering Time Management as a Visitor Guide

Effective time management is absolutely essential for the success of every tour. As visitor
guides in Uganda, you need to plan meticulously according to the tour program, yet remain
flexible with alternatives. This allows you to handle unforeseen situations without disrupting
the smooth running of the tour.

8 Steps for Excellent Time Management

A solid concept for time management is crucial for every tour. First, plan the entire itinerary,
and then meticulously plan each day in detail following these 8 steps:

1. Prospectus Accuracy: The travel program must be fulfilled exactly as advertised. Every
city, sight, and attraction listed in the itinerary must be visited. Double-check the
program, booked services, and attractions to ensure everything aligns.

2. Fixed Times: Plan your day around all fixed times, such as restaurant reservations or
meeting points with local guides. Always schedule a dedicated lunch break and ensure
you arrive at the hotel in good time in the evening so guests can refresh before dinner.

3. Opening Hours: Before your journey begins, confirm the opening hours of all planned
visits (museums, sights, churches, etc.). If an attraction is closed at your intended time,
you'll have ample opportunity to react and adjust, perhaps by swapping visit times.

4. Lunch Break: Always allocate sufficient time for the lunch break. If possible, schedule it
at the same time each day. This provides guests with a sense of routine and security,
and simplifies your daily planning.

5. Visit Duration: Always estimate the duration of each visit beforehand and communicate
this to your guests. Crucially, always incorporate a time buffer into your estimate.

6. Travel Time: Calculate travel times and routes in advance, perhaps using tools like
Google Maps, and communicate these to your guests (without guaranteeing exact
arrival times, as traffic in Uganda can be unpredictable). Always adhere to the driver's
legal driving, rest, and working hours. Build in buffers for potential traffic jams and
remember to factor in toilet breaks.

7. Holidays: Be aware of public holidays in Uganda and how they might affect opening
times, which are often reduced or changed.

8. Buffers: Always build in enough time buffers throughout your day. Ample buffer time
helps you avoid rushing and stress. Include small "regeneration times" like coffee
breaks, toilet breaks, or photo stops, and identify opportunities for guests to rest
temporarily (e.g., a park bench or church pews).

Summary: The golden rule is "less is more!"
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Flexible Shortening of Program Units

To effectively implement the "less is more" motto in practice, don't be afraid to radically
shorten times or even entire topic complexes if needed. This flexibility ensures a smoother,
more enjoyable experience for your guests.

| have comiiled examiles for you in the table.

Meeting with group in front of cathedral, explanation 07 Min. > to shorten to 02 Min.
of west portal
Entrance: organisation and entrance vouchers 05 Min.
Church seating: introduction to building history,
building description

Main altar 10 Min.

05 Min. > delete without
replacement

03 Min.

10 Min. > to shorten to 05 Min.

Burial places - Category B (omit if time is limited)

Way back to the starting point of the tour and
farewell

Of course, time management for a tour always depends on the topic.

In order for you to be able to apply the tips to your own tours, here are two tasks for
practical practice.

o Plan a tour day, including all 8 steps in the time planning process.
e Create a detailed schedule for an important property/attraction to be visited,
indicate where you would shorten or limit.

Of course, time management for a tour always depends on the topic.

In order for you to be able to apply the tips to your own tours, here are two tasks for
practical practice.

Lesson 2: Guest Arrival and Introductory Talk

The arrival situation for your guests is often characterized by one main desire: to get to their
room quickly and efficiently after what's often a long and tiring journey. And let's be honest, we
all share this aim! It's crucial that everything runs smoothly at this point, as this is where the
tone for the entire trip is set. Let's discuss what we, as visitor guides, can do to create a positive
atmosphere right from the start.

To ensure a smooth check-in and arrival process, it's a good idea to contact the
accommodation provider in advance. Clarify exactly which guest is in which room. While you
can do this by phone, | prefer to do it in person when possible. This step is especially important
in countries like Uganda, where overbooking or organizational delays can sometimes occur.

100



During check-in, be present at all times, ready to answer questions and assist with key or key
card distribution. Before guests head to their rooms, | recommend quickly outlining the next
steps. This could include details on when and where the first information meeting will take
place, when and where meals will be served, and how you can be reached. And remember, it's
really important to be as friendly and welcoming as possible.

For us, this procedure might be routine, but our guests are eager for their vacation to start
smoothly and positively. Kicking off a trip with satisfied guests is always in our best interest and
truly simplifies many things down the line.

Be Aware of "Changeover Days"

Sometimes, guests might have to wait for their rooms because they are still being cleaned. Or, a
new group might arrive while the previous group is still in the hotel, perhaps using the same
coach for their departure. These overlaps can lead to conflicts. Since guests' primary needs
(rest, comfort) aren't immediately met in such situations, it places additional demands on your
service.

Here's what you can do in such a situation:
e Ensure safe storage of luggage.

e Provide clear information about when rooms will be ready and why they aren't
immediately available.

e Arrange an "atmospheric consolation." This could be a complimentary local drink (like a
refreshing fruit juice), or some light in-between snacks. Many tour operators have
special funds for such goodwill gestures.

o Offer tips for local walks or nearby points of interest for guests to explore in the
meantime, perhaps suggesting a short stroll to a nearby craft market or scenic viewpoint
in Kampala.

Introductory Talk

An introductory information meeting should ideally be held on the first day, perhaps after the
first dinner together, but no later than the second day. This is your chance as the visitor guide
to present all important information and possibilities of the tour, showing your genuine
enthusiasm for Uganda.

Important Steps for Your Introductory Talk:
e Getting to know each other: Facilitate brief introductions among guests.
e Short introductions: Introduce yourself and perhaps any key local staff.

e Program presentation in detail: Go through the itinerary comprehensively.
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¢ Organizational details: Cover practicalities like daily schedules, meal times, and
emergency contacts.

¢ Networking and exchange: Encourage guests to exchange contact information, like cell
phone numbers, to foster group cohesion.

e Ask for wishes/suggestions: Show you're open to their input where possible.

Discuss with the hotel if it's possible to organize a separate, comfortable room for this meeting.
This is your prime opportunity to create a positive, harmonious atmosphere and to set the
stage for a successful tour with a personal touch. Guests usually expect an "average" visitor
guide; you can truly shine by delivering "more" during this crucial first presentation.

Here are a few basic thoughts to enhance your introductory talk:

¢ Use Media: Make your presentation more interesting with visuals. Use pictures or slides
of attractions they'll visit in Uganda.

¢ Provide Drinks and Snacks: Offer some local Ugandan drinks (importantly, include non-
alcoholic options). A few typical local snacks can also be a nice touch.

o Show Materials: Bring illustrative materials like local coins and banknotes or popular
souvenirs from Uganda.

This meeting is where people connect. It's vital for the "dynamics" of the travel group, as it sets
cornerstones for the entire stay. If you can create interest and desire for activities and small
adventures, and instill trust in the tour operator, you've achieved a great deal.

How would you structure an introductory talk for a tour in Uganda?

e Prepare an introductory talk. Think about what you want to include and how you would
set the scene to excite your guests about their upcoming experiences. Practice with a
colleague or friend.

Commentaries and Announcements

Important organizational information, such as exact departure times for a day trip or seating
arrangements for events, must always reach the customer. Announcements should be
delivered face-to-face to the group and/or individual guests.

Three recommendations and guidelines for effective announcements have always helped me
greatly. Here they are:

Preparation and Setting for Announcements:

e Plan carefully: Before an announcement, take time to think precisely about what to say
to ensure accurate information. Write down and use notes.
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¢ Choose the right place and time: A quiet park is better than a busy street. During meals,
an announcement after everything has been served is more effective.

o Table-by-table approach: If announcements aren't possible for the whole group (e.g.,
during meals in hotels), approach participants at each table for a short informational
talk.

o Keep it short: Plan announcements to be as concise as possible (max. 1-2 minutes) but
ensure they contain all required information.

Communicating Announcements:
e Speak clearly: Use the spoken word, loudly and clearly enough for everyone to hear.

e Use the microphone: In the coach, always use the microphone. It allows you to reach
every corner of the bus without straining your vocal cords.

¢ Provide translations: For international groups, speak in shorter passages and translate
them first before providing further information. Otherwise, participants' attention will
quickly drop.

o Use simple, understandable language: Employ short sentences, avoid complex
subordinate clauses or overly academic language. Use positive formulations and avoid
double negatives. Adjust your word choice to your audience.

¢ Avoid jargon: Don't use abbreviations, the subjunctive mood (could, should), filler
words (actually, relatively, so to speak, well, uhm), or excessive jargon.

o lllustrate: Use examples, show details, and make comparisons to make information
more tangible.

o Use rhetorical questions: Encourage guests to think.

e Address guests personally: Use "Ladies and Gentlemen" or gender-neutral terms like
"dear guests."

¢ Involve the audience: Phrases like "Let's take a closer look at this one together" can
foster participation.

¢ Reinforce: Repeat crucial information, use exclamation sentences ("We don't want
that!").

e Maintain eye contact: Face guests during the announcement so they can see your facial
expressions and gestures.

Alternative Ways for Distributing Information:

If face-to-face announcements aren't possible because guests are on a day off or out shopping,
try alternative ways to distribute important news:
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Set up a bulletin/information board in the hotel lobby.
Set up an information table during dinner times in the hotel restaurant.

Distribute printed copies under the door to individual guests' rooms.

Fortunately, making effective announcements can be practiced! If you don't believe me, here

are two tasks for you:

Role-play with a colleague or friend: Prepare 2-3 important announcements (e.g.,
regarding a change in the day's itinerary, a meeting point, or a local custom). Present
them and ask for feedback.

Reflection and role-play: Incorporate the feedback you received and practice the
announcements again. Where could you improve? What still needs to be refined? Write
a list of points for improvement and further practice.

Lesson 3: Problem Solving and Mediation: Navigating Conflicts on

Tour

Conflicts on tour are a natural occurrence, arising from perceived differences that demand a

resolution. Whether they stem from personal clashes between participants, or from unmet

expectations (justified or not), visitor guides must be able to objectively clarify the situation

and professionally resolve any issues or tensions that could escalate into full-blown conflicts

while on tour in Uganda.

Common Sources of Conflict: Booked Services

Guests often feel disappointed when their expectations regarding booked services aren't met.

Common areas of criticism and potential conflict include:

Transportation: Issues with the coach, delays, or uncomfortable journeys.
Accommodation: Problems with hotel rooms, cleanliness, or amenities.
Catering: Dissatisfaction with meals, portion sizes, or dietary accommodations.

Offered Program: Discrepancies between the advertised itinerary and the actual
experience (e.g., missed sights, extra entry fees).

Service and Care: Perceived shortcomings in the professionalism or attentiveness of the
visitor guide.

Conflicts from Differing Opinions or Personalities

Conflicts become more challenging when they arise on a personal level. While differing

opinions or goals among individuals aren't inherently problematic, they can lead to conflict
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when those individuals are inevitably connected for a set period, as is the case on a group tour.
Opposing views and personalities, in close proximity, can easily ignite tension during a journey.

Conflict Resolution in Practice

Our fellow visitor guides, Anna and Elias, have already explored this topic and created a
podcast on "Conflict Resolution."

Podcast Transcript:

[Anna] Hello fellow visitor guides. Let's talk about conflict resolution today. Conflicts are no
rarity within tour groups, and they can have very different causes.

[Elias] Yes, that's absolutely right. | had a rather intense case recently. There were two guys in
my group who just couldn't stand each other. No apparent reason. Yikes.

[Anna] That's difficult, especially in terms of conflict resolution. What did you do?

[Elias] Well, first | tried talking to them individually to try and find out what the conflict was, but
nothing really came out of it. They just didn't like each other. So | just tried to keep them as far
apart as possible, for example, on the coach, and give them their space.

[Anna] And did it work?
[Elias] Yes, but there was no way they were ever going to become friends.

[Anna] Hmm. My last conflict turned out to be somewhat tricky too. The shower in a guest's
room was broken. It sounds trivial, right? But the guest was really upset and made a big fuss.

[Elias] Let me guess, it was a young lady?

[Anna] Don't be mean. No, it was actually an older gentleman. He got really, really upset. |
listened to his complaint, of course, and went to have a look. And the shower really was
broken.

[Elias] Could you find a solution quickly? | mean, a shower can't be repaired just like that.

[Anna] Exactly. Besides, it was already late, and there were no plumbers available. But | still had
to find a solution, and fast.

[Elias] So what did you do? Come on, you've got us on the edge of our seats here.

[Anna] Well, the only thing | could do was offer the gentleman my room. In the end, he
accepted the idea and was pretty happy with the solution. If that hadn't worked, | would have
had to look for an alternative solution together with the guest and the tour operator. But that
would have been very complicated, of course.

[Elias] Well, luckily that turned out well, even if you couldn't take a shower for a while.

[Anna] | think we always have to put the guests' interests first when resolving conflicts.
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[Elias] Yes, absolutely.

[Anna] And when it comes to bigger problems that affect the whole group, it's also important
to talk openly about them with everyone and find solutions together.

[Elias] A perfect conclusion. So thank you all for listening, and wherever you are in Uganda,
enjoy your next tour and always be open to conflict resolution.

What's one key takeaway you've learned from Anna and Elias's experiences about handling
conflicts on tour?

Module 6: Logistics Management in Visitor Guiding

In visitor guiding, "logistics" refers to the detailed organization and implementation of a tour's
operational aspects. It's about getting people, resources, and information to the right place, at
the right time, in the right condition, to ensure a seamless and enjoyable experience for the
guests.

Lesson 1: Key Components of Logistics in Visitor Guiding

For a visitor guide in Uganda, logistics encompasses a wide range of responsibilities that go
beyond just providing commentary about attractions. It's the backbone that supports the entire
tour.

Here are the key components of logistics in visitor guiding:
1. Transportation Management:

o Vehicle Coordination: Ensuring the correct type of vehicle (safari jeep, coaster
bus, boat, etc.) is available, well-maintained, and suitable for the terrain and
group size in Uganda.

o Driver Management: Confirming the driver's schedule, adherence to driving
hours regulations, local road knowledge, and communication with the guide.

o Route Planning: Selecting the most efficient and safe routes, considering traffic
conditions (especially in places like Kampala), road quality, and potential
diversions.

o Transfers: Arranging airport pickups and drop-offs, and ensuring smooth
transitions between different modes of transport.

2. Accommodation Management:
o Booking and Confirmation: Verifying all hotel/lodge bookings, room types, and

special requests well in advance.
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Check-in/Check-out Process: Facilitating efficient guest arrival and departure,
handling room allocations, and managing luggage.

Problem Solving: Addressing any issues with rooms, amenities, or services
quickly and effectively.

3. Itinerary Management and Timekeeping:

o

Adherence to Schedule: Ensuring the tour stays on track with the planned
itinerary, including visit durations and meal times.

Time Buffers: Building in contingency time for unforeseen delays (traffic,
unexpected queues, prolonged photo stops).

Flexibility: Being prepared to adjust the schedule spontaneously due to external
factors (weather, attraction closures, group pace) while minimizing disruption.

4. Food and Beverage Coordination:

@)

Meal Arrangements: Confirming meal times, venues (restaurants, picnic spots),
and menu choices.

Dietary Requirements: Communicating and managing special dietary needs or
allergies for all guests.

Quality Control: Ensuring the standard of food and service meets expectations.

5. Activity and Attraction Management:

o

Booking and Tickets: Securing tickets or permits for national parks, gorilla
trekking, cultural performances, or other attractions.

Local Guide Coordination: Liaising with local site guides, rangers, or specialists to
ensure they are ready and briefed.

Queue Management: Strategizing to minimize waiting times at popular sites.

6. Information and Communication:

Guest Communication: Providing clear, concise, and timely information to
guests about schedules, meeting points, and any changes.

Supplier Communication: Maintaining open lines of communication with hotels,
transport companies, restaurants, and activity providers.

Emergency Contacts: Having access to and knowledge of relevant emergency
services and contacts in Uganda.

7. Resource Management:
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o Equipment: Ensuring necessary tour equipment (first-aid kit, binoculars, charging
devices, water) is available and functional.

o Funds: Managing petty cash for incidental expenses and ensuring timely
payments where necessary.

8. Risk Management and Contingency Planning:

o Anticipating Problems: Identifying potential issues that could arise (e.g., vehicle
breakdown, guest iliness, bad weather) and having backup plans.

o Problem Solving: Efficiently resolving unexpected issues with minimal impact on
the guest experience.

o Safety: Ensuring all logistical arrangements prioritize guest safety.

In the context of visitor guiding in Uganda, effective logistics is paramount due to factors like
varying road conditions, potential for unexpected delays, reliance on local service providers,
and the diverse nature of attractions (from urban centers to remote national parks). A skilled
visitor guide isn't just a storyteller; they are a master logistician, ensuring that all the pieces of
the travel puzzle fit together smoothly.

Lesson 2: The Role of the Tour Organizer/Operator in Visitor Guiding

As visitor guides in Uganda, we act as representatives of the tour operators from whom our
guests have booked their travel packages. Understanding the role of these operators is crucial,
so let's start by examining the distribution chain in the travel business.

Distribution Chain in the Travel Business

e Travel Principals = Producer/Supplier: These are the foundational providers of travel
components.

o Transportation: Airlines, ground transfer companies, ferry services.
o Accommodation: Hotels, apartments, lodges, motels.
o Attractions/Entertainment: Specific sites, venues, or activities.

e Tour Operators = Wholesalers/Bulk Buyers: These entities purchase transport,
accommodation, and sometimes attractions/entertainment in bulk from the principals.
They then package these components into a single product.

o Travel Agencies = Retail Shops: These businesses sell the products or services created
by either the principals or the tour operators directly to the customer.

¢ Service Providers: This category includes individuals or entities who deliver services on
the ground.
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o Visitor guides (like us!).
o Local attraction and entertainment providers.
e Passenger = Customer: This is the end consumer who buys the product or service.
Tour Operators

Tour operators sell complete tour packages, typically offered in brochures, with a fixed price
that includes accommodation, transport, and ground arrangements. There are two main types:

e In-bound Tour Operators (ITO): These operators provide services to foreign visitors
coming into a country (e.g., a Ugandan ITO serving tourists from Europe).

e Out-bound Tour Operators (OTO): These operators provide services to local tourists
visiting destinations outside their home country (e.g., a Ugandan OTO arranging trips for
Ugandans to Kenya).

Cooperation Between In-bound and Out-bound Tour Operators

Foreign out-bound tour operators (OTO) frequently collaborate with domestic in-bound tour
operators (ITO). The ITO acts on behalf of the OTO, coordinating service providers at the
destination. For example, a Ugandan ITO would make preliminary arrangements for a foreign
tour group, gather prices and tariffs, and reserve visitor guides and other service providers
based on the elaborated itineraries proposed by the foreign OTO.

Professional Relationship Between Tour Operators and Visitor Guides

Visitor guides are directly responsible for the organization and professional execution of a trip.
This includes ensuring that the service agreement, such as the travel contract between the tour
operator and the customers, is fulfilled. We are the tour operator's primary connection with the
guests, often the only representative of the company guests actually meet. This means we must
adhere to the tour operator's policies and requirements.

For a tour to succeed, maintaining a strong professional relationship between the tour operator
and the visitor guide is vital. As representatives of the tour operators, our behavior directly
influences the company's image.

Furthermore, tour operators rely on a good relationship with their visitor guides to ensure that
their contracted service providers meet agreed standards and that the tour agenda is executed
as advertised. This necessitates regular and efficient communication between visitor guides
and tour operators.

Tour providers also depend on their visitor guides for proper handling of customer complaints
and for adjusting the tour program in case of unforeseen events. While on tour, tour operators
typically aren't in direct contact with their customers. This poses a challenge for them in
controlling tour quality and ensuring the visitor guide effectively represents the company.
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Therefore, establishing and maintaining a professional relationship built on trust and honesty
between the tour operator and their visitor guides is absolutely crucial.

This professional relationship also means that visitor guides should never speak poorly about
the tour operators. Consider this negative example and then reflect on other instances of
unprofessional behavior:

e Scenario: A visitor guide complains about their low salary and the poor performance of
the tour operator to some guests during dinner.

e Task: Write a list of other examples of visitor guides' poor professional behavior that
could damage the tour operator's image or the guest experience.

Lesson 3: Managing Hotels and Accommodation as a Visitor Guide

Tour operators collaborate with a variety of hotels to offer tour packages that include both
accommodation and sightseeing. While the tour program remains consistent, delivered by the
visitor guide, the type and standard of accommodation may vary depending on the customer's
booking. Tour operators typically work with trusted, long-term partners, often having a direct
contact person at the hotel to address any issues, such as poor food quality or room problems.

Handling Problems at the Hotel Upon Arrival

Even with meticulous planning, issues can arise, especially upon arrival at the hotel. As visitor
guides, it's crucial that we react quickly and appropriately. I've given thought to common
problems and developed suitable solutions:

Overbooking / Part or Whole Group in a Different Hotel:
o Strive to fulfill the advertised services.

o Maintain a positive attitude and avoid making guests feel "banished" or
inconvenienced.

Late Arrival at the Hotel:

o Call the hotel in advance to inform them of the late arrival.
o Request a late dinner service or arrange for sandwiches for the guests.

No Reservation Found:

o Double-check: Verify if there's a hotel change, hotels with similar names, or a
different reservation name.

o Then: Immediately contact the tour organizer to find replacement
accommodation.

Rooms Not Ready:
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o Notify the hotel of your estimated arrival time in advance.
o Arrange for luggage to be stored securely at the hotel.

o Be flexible with the program design to bridge waiting times, perhaps suggesting
a short walk or a local café visit in Kampala.

¢ Poor Room Quality:
o View the room yourself to assess the issue.
o Attempt to change the room at the reception.
o Inalast resort, consider offering your own room as an exchange.

o In extreme cases where a satisfactory solution isn't found, consider changing
hotels (in consultation with the tour organizer) and make a note for future
bookings.

¢ Rural Location on Periphery of City, No Shuttle:

o Provide clear directions, prices, and timetables for public transport and local
taxis.

o Hand out the hotel's business card for orientation and address.
Addressing Problems During the Stay

Based on my experience, problems that occur during a hotel stay generally fall into four
categories: Food, Leisure Facilities, Noise, and Hotel Facilities.

Food:
e Poor Quantity and Quality:
o Speak to the chef and hotel management directly.
o Offer guests a small "consolation," such as complimentary beverages.

o In case of repeated issues, contact the tour organizer or agency and, in
consultation with them, negotiate a reduction in payment.

e Same Food Every Day:
o Discuss the menu with the hotel.

o Recommend or explain certain dishes as typical of Ugandan cuisine to add
interest.

e Lukewarm to Cold Meat:
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o In hot countries like Uganda, it might be customary for some dishes to be served
at a different temperature than what guests are used to; gently explain this if
appropriate.

e \Vegetarians:
o Ensure vegetarian options (like omelets, cheese, or vegetables) are provided.
o Explain that highly specialized or custom dishes might not be expected.
o Breakfast Buffet Not Included:
o Inform customers about this beforehand to avoid disappointment.
o Clearly announce any breakfast surcharge.
e For Diabetics:
o Arrange for insulin to be stored in the hotel refrigerator or the bus ice cabinet.
o Hotel Manager Invites Guide to Dinner at Separate Table:
o Avoid causing jealousy among participants.
o Make sure to stop by the guests' tables to chat and ask how they are doing.
Leisure Facilities:
e Leisure Facilities (Swimming Pool, Tennis Court) Closed:
o Find a suitable replacement nearby.

o If these facilities were promised in the brochure, be prepared to offer and pay
for transport to the alternative.

Noise:
e Noise in the Hotel from Other Guests:
o Determine the source of the noise.
o Politely warn noisy guests.

o Inform hotel management and, if applicable, the visitor guide of the other
group, explaining the consequences of their behavior.

¢ Rioting and Drunk Guests:
o Trytointervene early to de-escalate.
o Possibly ask the waitstaff to delay service of alcohol.

o With the help of cooperating guests, assist disruptive individuals to their rooms.
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o In extreme cases, if behavior is unmanageable or dangerous, contact the local
police.

e Noise Disturbance from Disco/Bowling Alley Basement, Road Traffic:
o Attempt to change rooms within the hotel to a quieter area.
o Suggest earplugs if appropriate.
o Use positive motivation by highlighting nearby amusement opportunities.

o Inthe worst case, if a quiet room was explicitly promised in the brochure,
consider looking for an alternative hotel.

Hotel Facilities:
e Video/Television/Wi-Fi Billing:
o Inform guests about any additional charges for these services upon arrival.
o Keys, Safe, and ID Cards:

o Before departure, inform customers about electronic safe locks and how to use
them.

o Before departure, inquire with reception whether all keys have been handed in
and whether valuables from safes and ID cards have been retrieved.

By anticipating and planning for potential problem situations, you can significantly minimize
disappointments among your guests. Remember that some problems might arise due to
national customs or typical practices in Uganda.

To prepare you to act in a considered and thoughtful way, it makes sense to simulate some
problems theoretically beforehand. I've developed two tasks for this purpose:

o Compile a checklist: Create a practical checklist of things to do before arriving at a hotel
in Uganda, how you would approach solving common room problems, and when you
would contact the tour organizer.

e Research Scenario: Choose a hotel in a popular tourist area in Uganda (e.g., Entebbe,
Kampala, or a safari lodge). Imagine that the rooms are not ready upon your group's
arrival. Research and list shopping and eating opportunities, leisure activities, or
sightseeing options nearby that you could suggest to your guests until check-in.

Lesson 4: Managing Transport and Service Providers in Visitor Guiding

As visitor guides in Uganda, we rely heavily on various service providers, especially when it
comes to transportation. Local transport companies are typically booked by tour operators to
provide comprehensive services for our tours. Often, these companies and their drivers have
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long-standing relationships with operators, and you as a visitor guide might even have a

successful working history with specific drivers.

Coach Drivers: Types of Drivers and Solutions

Regardless of whether you've worked with a coach driver before, challenges can arise. From my

experience, there are three common types of drivers who can cause issues:

Uncooperative Driver: The driver is unresponsive to requests from the visitor guide or
guests.

o Visitor Guide Strategy: Initiate a one-on-one conversation. Explain the driver's
importance for the positive outcome of the trip. Gently mention the impact on
gratuity. Publicly praise the driver in front of guests when appropriate. If these
steps fail, discuss exchanging the driver with the tour organizer.

Uninformed Driver: The driver is unfamiliar with the route and struggles with
navigation.

o Visitor Guide Strategy: Take charge of navigation. Discuss the route in detail
every morning. Inform the driver of any directional changes well in advance.

"All-knowing" Driver: The driver has completed the route many times, feels superior,
makes decisions without consulting the visitor guide, and doesn't accept leadership,
often conveying this to the guide and guests.

o Visitor Guide Strategy: In a private conversation, request their cooperation.
Offer your support and collaboration. Point out the potential for negative
customer feedback if cooperation doesn't improve.

The relationship between a visitor guide and a coach driver is paramount, as tensions between

the two inevitably negatively impact the success of a trip.

Recommendations for a Better Relationship:

Pre-departure Call: Always call the driver before departure to discuss meeting points
and a rough plan for the day. This initial contact signals willingness to cooperate and
fosters a friendly atmosphere. It also helps you gauge the driver's prior knowledge of
the route and Uganda.

Evening Planning: Always discuss the next day's plan with the driver the evening before,
without guests present. This demonstrates professionalism.

As visitor guides, we need to be prepared for professional communication with the coach

driver and possess route knowledge. Here are two exercises for you:
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Role-play Scenario: Role-play with a colleague or friend. The coach driver had too much
to drink the night before and is meant to drive the coach the next morning. How do you
cooperate with the driver, and what measures do you suggest and implement?

Route Planning Exercise: Plan a route using Google Maps within Uganda. Consider road
conditions (e.g., narrow bridges, T-junctions, gravel roads), travel conditions (distance,
time of day, rush hour traffic in Kampala, heavy weather), and plan an alternative route
as a backup.

Checklists for Different Transport Providers

Beyond coaches, various other modes of transport are used on tours. These checklists help

ensure smooth information transfer, effective communication, and cooperation with all

transportation providers.

Checklist for Coach Travel:

Passenger Information: Have a complete list of participants.

Hotel Information: All hotel addresses, directions, and contact persons.

Additional Services: Details of any requested additional services for guests.

Booked Services: Information on all pre-booked services like restaurants or boat trips.

Tickets/Vouchers: Ensure all entrance vouchers and reservations are complete and
accurate. Verify dates, participant numbers, and times.

Contact Details: Essential contact details for agencies, local guides, and emergency
numbers.

Boarding/Seating: An additional boarding list and seating plan for reserved seats.

Checklist for Ferry Passages (e.g., on Lake Victoria):

Passenger List: Complete list of participants.
Emergency Contact: Emergency numbers.

Tickets/Vouchers: All tickets or vouchers for the ferry passage are complete and
accurate. Verify dates, participant numbers, and times.

ID Check: When changing countries (e.g., Uganda to Tanzania via ferry), ensure
everyone has valid identification.

Checklist for Flights:

Passenger/Flight Lists: Essential passenger and flight lists.

Emergency Contact: Emergency numbers.
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o Tickets: All e-tickets are correct. Verify dates, participant numbers, and times.

¢ Flight Information: Know essential details like flight duration, airline, entry regulations
for the destination, and time differences to answer standard questions.

e Check-in: Identify the correct check-in counter at Entebbe International Airport or other
regional airports.

e Special Requests: Be aware of and address special customer requests (e.g., window
seats).

e Valid ID: Ensure everyone has valid identification for travel.
An on-site visit is always beneficial, especially for logistics. Consider this task:

e Familiarization Visit: Visit your local/nearest airport (Entebbe International Airport),
ferry port (e.g., Port Bell, Jinja), or coach/bus station. Familiarize yourself with the
surroundings (e.g., check-in counters, lost luggage, foreign exchange, toilets, luggage
trolleys, parking for coaches or shuttles, meeting points, lifts, shops for refreshments).

Cooperation with Local Guides

In many non-European countries, including Uganda, and in numerous cities, having a local
visitor guide accompanying the tour is common or even mandatory. Reasons include
organizational support in areas that can be challenging to navigate, specialized expertise in
certain fields (like wildlife in a national park), or local guiding licenses that only a resident guide
possesses. Working with a local guide presents opportunities but also carries potential risks.
Here are recommendations for effective cooperation:

Opportunities:

o Logistical Support: The local guide often handles on-the-ground organization and
communicates directly with the driver.

¢ Current Situation Knowledge: They are much more familiar with the current situation,
special features, and local circumstances than a main tour guide.

o "Silent Guide" Role: They can act as a "silent guide," instructing the main visitor guide
on what can be explained in licensed-restricted locations (e.g., in cathedrals or specific
cultural sites).

o Dialogue-Based Tours: They offer the possibility to organize tours in dialogue with the
main visitor guide, leading to richer insights.

¢ Infrastructure Knowledge: They are familiar with local infrastructure (e.g., best toilets,
authentic restaurants, but also tourist traps).

¢ Up-to-date Knowledge: They often have the most current and detailed local knowledge.
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Risks:

Loss of Control: The local guide might take control from the main visitor guide, or even
criticize/contradict them.

Focus on Side Business: They might primarily focus on additional personal business
(e.g., selling crafts, pushing specific shops).

Inadequate Skills: Poor language skills or insufficient expertise.
Unreliability: Arriving late or not showing up at all.

Tip Complaints: Complaining about insufficient tips.

Recommendations for Effective Cooperation:

Clear Communication: Establish clear and concise communication about arrangements,
task allocation, and time management.

Language Support: Provide language support and offer to translate for your group.

Reassert Control: Gently try to regain control by contributing with your own knowledge
and expertise.

Prevent Side Business: Address any attempts at inappropriate side business
immediately and discreetly.

Report to Organizer: Report significant issues to the tour organizer; in severe cases, this
might lead to no further cooperation with that specific local guide.

Cooperation with Pubs, Restaurants, and Service Stations

Enjoying typical local specialties is often a highlight of a trip to Uganda. For this reason, as

visitor guides, we frequently work with pubs, restaurants, or other catering establishments.

The following recommendations for good and effective cooperation have proven very helpful in

my work:

Optional Meals: Choose restaurants for optional meals where guests who prefer to eat
little or nothing have other options (e.g., a nearby café, a pleasant walk, or shops).

Effective Time Planning: If time is limited, opt for a café, a self-service restaurant, or a
well-equipped rest stop on the motorway.

Advance Reservations: Contact the host and reserve tables and meals in advance. Send
an email with menu choices and dietary requirements well ahead of time.

Meal Planning: For lunchtime, choose lighter meals. Inquire about senior citizens'
portions. Ask about the half-board menu at the hotel to avoid ordering the same dish at
lunch.
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¢ Budget Consideration: Take participants' budgets into account. Inquire about
inexpensive lunch menus or special offers for groups. discreetly ask about
complimentary meals for the driver and visitor guide.

e Ambiance: Inquire about outdoor seating (with umbrellas or trees in summer) or places
with a nice view.

e Service Station Meals: If planning to eat at a motorway service station, advise the group
beforehand.

o Dine with the Group: The visitor guide should eat with the group at mealtimes, sitting
at a different table each time to get to know the guests better.

e Group Payment (Optional): Collecting money and paying for the group can save time.
Hand the money to the host in front of the group.

¢ Cultural Dining Habits: Observe dining habits, typical meal times, and the number of
meals in the guests' country of origin. Be aware of dietary restrictions (e.g., no pork for
Muslim and Jewish guests).

e Health Warnings: Advise guests about foods and drinks that, based on experience,
might be unfavorable for their health (e.g., excessively cold drinks, unwashed salads in
certain areas).

You have successfully completed the fourth learning unit of the course "Digital Visitor Guiding."'
| look forward to seeing you again in the next learning unit!

Which aspect of working with local service providers do you anticipate being the most
challenging as a visitor guide in Uganda, and why?

MODULE 7: Health & Safety for Visitor Guides

This course equips both current and aspiring visitor guides with the vital knowledge of health
and legal requirements essential for their profession. You'll gain practical skills in managing
health, safety, and risk while leading tours.

Who is this course for?

This course is primarily for visitor guides and prospective visitor guides, but it's also open to
anyone interested in the critical topic of health and safety in tourism.

What will you learn?
e An overview of health and legal requirements for visitor guiding.

e The importance of assessing potential risks.
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¢« How to manage health emergencies and crises while guiding visitors.

e Strategies for coping with pandemics and epidemics.

Introduction to Health & Safety for Visitor Guides

This section provides an overview of the essential health and legal requirements for visitor
guiding.

Lesson 1: Introduction to Health and Safety for Visitor Guiding

Description: Prioritizing Guide Health and Safety

Welcome to this crucial learning unit, where we'll delve into a topic paramount to our
profession: the health and safety of visitor guides. This isn't just important; it's a multifaceted
and complex area that touches on many aspects of our work.

First and foremost, your personal well-being is essential. While leading tours, it's vital to
prioritize your own physical and mental health. Beyond that, we'll cover the various legal
requirements and responsibilities that come with the job. For instance, you're obligated to
adhere to the health and safety protocols set by tour companies, which are designed to protect
both you and your guests. After all, as visitor guides, we bear a significant responsibility for the
safety of those in our care.

To effectively manage these responsibilities, it's critical to understand specific risks and conduct
thorough risk assessments. This enables us to respond appropriately to potential emergencies
or crises. Our work can also be complicated by widespread health events like epidemics or
pandemics, such as the recent coronavirus. We'll explore strategies for navigating these
challenges in detail.

Get ready for a learning unit packed with relevant and vital information. We're glad you're
here—let's dive in!

Key Health and Legal Considerations

Lesson 1: Prioritizing Your Well-being as a Visitor Guide

As visitor guides, we interact with diverse groups for extended hours daily, making robust
physical and mental strength essential. It's crucial to prioritize our own health while on tour, as
we're the primary person in charge of the group. This isn't just about our professional
responsibility; it's also about our personal well-being, preventing overexertion and burnout. If
we're not at our best, it will undoubtedly impact the entire tour experience.

Employer-Related Health and Safety Requirements
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Many visitor guides are employed by companies that have specific health and safety protocols,
governed by employment law. It's vital to familiarize yourself with these protocols to ensure
you comply with all employer-related requirements.

Recommendations for Your Health and Well-being

From my own experience, |'ve gathered some advice to help you maintain your physical and
mental health, and protect against illness or burnout while guiding.

1. Prioritize "You-Time"

e Observe safe health practices: Get plenty of rest, eat nutritious food, and wear suitable
clothing for the weather. Plan ahead, especially regarding time management, and
schedule breaks.

¢ Rest and switch off: Engage in activities that help you relax, whether it's listening to
music, reading, exercising, or meditating. Ensure you get enough sleep; late nights and
early mornings are draining.

o Utilize training opportunities: Take advantage of professional development and training
between tours or during the off-season. This boosts job prospects and self-confidence.

2. Protect Your Most Important Tool: Your Voice

Your voice is paramount. Utilize microphones or PA systems when possible, and avoid smoky
or dusty environments. Be mindful of how much you use your voice, plan ahead for talking
duration, control your volume, project effectively, and choose locations that minimize ambient
noise and visual distractions.

3. Look After Yourself

e Hydration: Stay constantly hydrated with appropriate and safe liquids like bottled
water. Be moderate with alcohol, excessive eating, and drugs.

¢ Clothing: Always wear clothing suited to the weather and activities. This includes rain
gear, sun hats, scarves to protect your voice, and comfortable, appropriate footwear
with protective socks or cushioned inserts. Remember, different activities require
specific equipment and protective needs (e.g., head coverings for religious sites,
backpacks and solid footwear for hiking).

o Safe Lifting: Practice safe lifting techniques when handling baggage. Use trolleys, lifts, or
ask for assistance when needed.

4. Nurture Your Social Environment

e Stay in contact with family and friends from home, as well as colleagues and locals while
on tour. Try to maintain social interactions outside of your tour group.
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¢ Maintain a healthy distance from complaints and difficult guests.

Now, it's your turn to apply these insights. Planning and preparation before a tour can make a
big difference.

¢ Create your own health requirement plan:
o How much sleep do you need each night?

o Do you have any special dietary requirements, pre-existing medical conditions,
or medications needed?

o Do you have family members or friends who can provide mental support while
you're on tour?

o Which activities help you relax?
e Assess your company’s health and safety requirements:

o What specific requirements do you need to comply with?

Lesson 2: Legal Obligations for Health and Safety in Uganda's Tourism
Sector

Understanding legal health and safety obligations and responsibilities is critical in Uganda's
vibrant tourism sector. Both tour companies and individual tour guides bear significant
responsibility in this regard.

To shed light on this, we held a discussion with Florian Dukic, a prominent attorney specializing
in travel and commercial law in Germany. While his background is European, the principles he
shared are highly relevant to our context in Uganda.

Key Discussion Points:

Presenter: Welcome to this expert interview. Today, we're joined by Florian Dukic, our legal
expert. As you know, visitor guides and tour operators, like any other business, have specific
health and safety responsibilities. Let's start with where health and safety are particularly
relevant.

Florian Dukic: That depends on the specific business. For instance, if you have offices with
employees, you must ensure they are safe workplaces. Similarly, if you operate a shop where
clients visit, it's crucial that the premises are safe and accessible to the public.

Most importantly for you as a visitor guide, your services must be safe. You need to ensure that
whatever you provide, it's delivered on a very safe basis.
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Presenter: That gives us a good overview of business responsibilities. But what about the
responsibilities of individual visitor guides when conducting a tour? What health and safety
aspects should they consider?

Florian Dukic: As | mentioned, a safe tour is paramount. You need to thoroughly examine the
service you're providing. The specific health and safety regulations and measures you
implement will depend heavily on the risks associated with the tours you offer.

For example, if you offer hiking tours on nature trails, there might be inherent risks. As the
guide leading tourists, you'll know these trails and their potential dangers. Your role is to
identify these risks and then take appropriate measures to mitigate them.

If you're offering game drives or hiking tours in wildlife areas, you'll need to take more drastic
measures to address the associated risks. This might include having armed rangers
accompanying the group who are properly equipped and trained to react if wild animals cross
your path.

Conversely, if you're simply guiding someone through a city, the risks are generally lower and
less drastic, so the measures taken can be less severe. However, even in a city, you might
consider avoiding leading elderly persons through the heat of midday.

Presenter: We now have a clear understanding of what needs to be considered. My final
qguestion is: Why is health and safety so legally relevant for visitor guides?

Florian Dukic: It's central to your service. If you cannot guarantee or ensure that your services
are secure and safe, clients—whether private or commercial—will be hesitant to book with you.
Therefore, depending on your service and the level of inherent danger and risk, you'll need a
safety and health protocol in place to meet these requirements.

Presenter: Thank you for your valuable insights, Mr. Dukic. And thank you to our viewers for
watching; | hope you've gained valuable knowledge, as | certainly have.

Company Health and Safety in Uganda

In Uganda, like many other countries, there are legal requirements for institutions and
organizations to maintain health and safety procedures in the workplace. While specific
legislation can vary, most organizations are legally obliged to provide:

o A workplace that is without risk to health, safety, and welfare.
o Safe and adequate machinery, equipment, and substances.

e Appropriate plans, procedures, and work methods.

o Suitable instruction, information, training, and supervision.

¢ Adequate resources, including qualified personnel.
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Visitor Guides' Health and Safety Responsibilities

As employees or self-employed professionals, visitor guides in Uganda must strictly comply
with company health and safety regulations to ensure customer safety and meet industry
standards. Visitor guides are accountable for:

o Strictly following all safety procedures and instructions outlined in the company's health
and safety regulations.

e Always working in a safe manner.

e Managing risks by conducting thorough risk assessments and effectively
communicating identified risks to customers.

e Never carrying out a task that is dangerous or might endanger customers or themselves.
e Using safety equipment when required.

e Reporting all accidents and injuries, even minor ones, in compliance with established
reporting procedures.

Some companies may also require additional health and safety preconditions from visitor
guides prior to employment, such as health certificates or first-aid training.

Legal requirements are diverse across different countries and even between tour companies.
Therefore, being prepared is key. To get started, consider these two research tasks:

o Find out the specific legal requirements for health and safety in the workplace in
Uganda. What are the relevant laws and regulations you need to be aware of?

e Research your company’s health and safety regulations. What obligations do you have
to fulfill to meet pre-employment requirements? Create a checklist to guide you.

Introduction: Health, Safety, and Security in Tourism

In the dynamic and ever-evolving world of tourism, the paramount importance of health,
safety, and security cannot be overstated. For destinations like Uganda, which beckon travelers
with their rich cultural heritage, breathtaking natural beauty, and unparalleled wildlife
experiences, ensuring the well-being of both visitors and the professionals serving them is
fundamental to sustainable growth and continued success.

This guide delves into the critical aspects of health, safety, and security within the tourism
sector, exploring the responsibilities that fall upon tour operators, individual guides, and even
the travelers themselves. We will examine how proactive measures, robust protocols, and clear
communication are essential for mitigating risks, responding effectively to emergencies, and

123



ultimately fostering an environment of trust and confidence that encourages exploration and
unforgettable experiences.

From understanding legal obligations and implementing best practices to preparing for
unforeseen challenges, prioritizing health, safety, and security is not merely a compliance issue;
it is the cornerstone of responsible tourism and the key to safeguarding the reputation and
future prosperity of Uganda's tourism industry.

Lesson 1: Identifying and Assessing Risks in Tour Guiding

When guiding tours, accidents and unexpected incidents can occur. As visitor guides, it's vital
to understand the potential risks that both your group and individual travelers might
encounter. To help you prepare, I've compiled an overview of common risks with practical
examples.

Common Risks in Tourism
1. Medical Issues:

o Concerns for both guides and participants include pre-existing or chronic
conditions, dental needs, current medications, and allergies. This also covers
access to necessary prescriptions and medical supplies.

o Example: A customer with a chronic heart condition forgets their medication,
requiring an urgent trip to retrieve a new prescription and dosage.

2. Health Risks (Destination-Specific):

o These relate to potential health hazards in the areas you're visiting, including the
availability of local healthcare, required vaccinations, and emergency rescue
possibilities.

o Example 1: During a midday visit to a historical monument, a customer suffers
from dehydration and sunstroke.

o Example 2: A customer trips and falls while exploring a historical town known for
its cobbled streets and steep steps.

3. Reputational Risks:

o Potential damage to the reputation of the visitor guide, tour operator, or other
service providers (e.g., transport companies, attractions).

o Example: A customer posts a negative public review online about the tour's
quality without first communicating their dissatisfaction to the guide during the
tour.

4. Security Risks:
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o

o

o

Encompasses personal safety, the security of luggage, and the possibility of civil
unrest in the regions visited.

Example 1: A customer discovers their handbag is missing after accidentally
leaving it behind in a café.

Example 2: Two young guests are attacked after a night out at a local pub.

5. Travel Risks:

o

o

Concerns about the availability and reliability of transportation (e.g., potential
delays) and the likelihood of accidents during transit.

Example: The group arrives at a ferry port only to find their booked crossing has
been cancelled due to poor weather conditions.

6. Accommodation Risks:

Issues related to the quality of lodging or its availability, such as overbookings or
ongoing construction.

Example 1: A customer checks into their room and notices mold in the
bathroom.

Example 2: Upon arrival at the hotel, there aren't enough rooms for all guests
due to unforeseen building work or a water leak.

7. Activity-Related Risks:

o

Risks specifically tied to the activities undertaken during the tour, from visiting
historical sites with ongoing building work to active pursuits like hiking,

mountaineering, or cultural dances.

Example 1: During a visit to an archaeological site, a customer trips over
protective scaffolding.

Example 2: A tour guide stumbles over a rock during a coastal path hiking trip.

Reflecting on Risks

Thinking about potential risks is a crucial step toward prevention. Here are two tasks to get you

started:

o |dentify the five most common health and safety risks you anticipate encountering

while on tour in your region.

o Describe specific examples where you've personally encountered or faced these risks

during your guiding experience.

The Risk Assessment Process

125



Planning for and understanding how to manage unforeseen events are key responsibilities for

visitor guides. A robust risk assessment helps to mitigate negative impacts during a tour.

A risk assessment establishes the steps to take in case of accidents or emergency situations.

Developing this plan follows a clear process, ensuring all involved stakeholders understand their

roles.

1. Step1:
(e}

2. Step 2:
O

3. Step3:
O

4, Step 4:
(@]

5. Step5:

Establish the Context:

Familiarize yourself with the policies, systems, procedures, and relationships of
key stakeholders (e.g., tour operators, transport companies, accommodation
providers, and attractions). This awareness helps you understand how they
evaluate risks and handle emergencies.

Identify the Risks:

Conduct an in-depth risk analysis: What could happen at each stage of the tour?
What incidents have occurred in the region or on similar tours in the past?
Include potential events based on your knowledge of the destination, historical
incidents, or expert consultations.

Analyze and Evaluate the Risks:

Determine the likelihood of each identified risk occurring and its potential
consequences (from insignificant to catastrophic). You can use a matrix to score
each risk. Consider different scales:

* Macro/Global: No direct influence.
= Meso/Regional: Limited influence.
= Micro/Local: Where you can take direct action.
Treat Risks:
Employ different strategies to manage risks:
= Avoid Risks: Choose not to proceed with a specific activity.

= Reduce Risks: Implement health and safety procedures, provide safety
equipment, etc.

= Transfer Risks: Shift the risk to a third party, such as an insurance
company.

= Retain Risks: Accept minor risks and manage them appropriately.

Monitor and Review:
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o Regularly review identified risks, current procedures, and your analysis. As
circumstances and situations can change, your plan must remain flexible and
dynamic.

Communicating Risks and Strategies

Visitor guides must communicate key messages about potential risks and risk-minimizing
strategies with all relevant stakeholders—tour organizers, staff, customers, and suppliers—
continuously, before, during, and after situations occur.

Effective risk communication means remaining factual, honest, and reliable, while reassuring
customers that all possible risks have been thoroughly addressed.

Practical Exercise: Plan a Walking Tour

Let's put this into practice. Plan a 1-hour walking tour through your hometown for a group of 15
guests with varied age groups and abilities. Use the following questions to guide your risk
assessment:

o Walk the planned route yourself, observing the surroundings and noting all possible
risks.

e Conduct a risk assessment: analyze and score the identified risks, then determine
measurements to treat them.

o Discuss your risk assessment with a colleague to get a fresh perspective.

Lesson 2: Procedures for Health, Safety, and Security

As visitor guides, we are legally required to follow procedures and regulations that ensure the
health, safety, and security of our guests. This isn't just about protecting everyone; it also
significantly reduces our liability in case of an accident or incident.

Communicating with Customers

We must communicate all aspects of health, safety, and security to our customers, both before
and during the tour. This involves not only making them aware of general rules but also
informing and educating them about specific safety issues, local customs, and rules of conduct
in Uganda.

Let's discuss the most important topics:

e Rules: Clearly explain health, safety, and security regulations, including emergency
procedures. Ensure guests understand and comply with these. Also, establish clear
ground rules for the tour's duration, including timings, departure schedules, the
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importance of punctuality, staying on marked paths, and avoiding excessive noise or

disruptions in public places.

Health Issues:

o

Health Dangers: Point out potential health dangers specific to the tour and
destination (e.g., strong river currents, air pollution in urban areas, intense sun,
or malaria risks in certain regions).

Food: Advise on food safety (allergies, helping translate local ingredients, being
aware of food hygiene to prevent gastrointestinal illness).

Health Services: Inform guests about access to medicines, prescriptions,
pharmacies, and hospitals.

Preventative Measures: Communicate crucial preventative measures to avoid
health risks. This could include using mosquito repellents, following the "Boil it,
cook it, peel it, or forget it" rule for food safety, protecting against sunburn or
sunstroke, preventing heat exhaustion and dehydration, and wearing
appropriate layers to avoid colds in air-conditioned vehicles or restaurants.

Safety Issues:

Transport: Emphasize wearing seatbelts and staying seated. Supervise
passengers as they board and exit vehicles.

Traffic: Be aware of local traffic rules and guide guests safely away from busy
roads.

Accommodation: Inform guests about fire safety regulations, on-site medical
equipment/first aid, and potential tripping hazards.

Attractions: Highlight any tripping hazards. Provide maps or directions for
orientation to prevent guests from getting lost. Be aware of on-site medical or
first aid provisions.

In the Field: Instruct guests to observe safety markings, such as standing behind
yellow lines on platforms or away from cliff edges during nature walks.

Security Issues:

o

Theft: Advise guests to avoid displaying valuable jewelry or possessions. Suggest
carrying handbags on the side away from the road. Warn about potential
distractions from individuals (e.g., children with boxes or bags) who might
attempt to steal.

128



o Assaults: Advise avoiding certain streets or areas, especially after dark.
Encourage tourists to walk in groups whenever possible and to dress
appropriately given the local cultural context.

o National/Regional Conflicts: If applicable, advise avoiding specific areas and
ensure awareness of emergency plans and procedures.

e Etiquette and Customs (Uganda-Specific):
o Country/Culture Specific Rules:

» Advise on appropriate clothing and behavior, especially when visiting
religious sites or communities.

» Inform about restrictions on photography in certain areas.

= Advise on entering sacred buildings or temples (e.g., mosques, traditional
shrines) only with appropriate head coverings or removing shoes.

» Emphasize responsible alcohol consumption and avoiding illegal drugs.
» Advise against approaching strangers directly without an introduction.
o National Public Holidays and Celebrations:
» Make guests aware of local celebrations and customs.
» Stress the importance of respecting local traditions.
Your Turn to Practice
Now that you have this information, it's time to apply it:

o Discuss the established health, safety, and security procedures for visitor guiding with
a colleague.

o Discuss the implications of disregarding health, safety, and security procedures with a
colleague. What would be the consequences? Outline a "worst-case" scenario.

Lesson 3: Ensuring Health and Safety for Elderly Travelers

Senior citizens frequently make up a significant portion of travelers on various trips, including
extended vacations, cruises, and specialized tours like hiking or cycling. This is often due to their
ample time and financial resources. So, what specific considerations should visitor guides keep
in mind when leading groups that include older individuals?

Adapting to the Needs of Elderly Guests
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As visitor guides, we must plan and adapt our services to meet the specific needs of elderly
customers, especially concerning health and safety. A crucial part of this involves

understanding the aging process and tailoring our approach accordingly.

Memory and Information: Elderly individuals may experience short-term memory
limitations. Therefore, meeting points and departure times should be stated clearly
and repeated often. Information is best conveyed in small, easily understandable
portions, as absorbing large chunks of information can be challenging.

Physical Assistance: Provide assistance when transporting heavy luggage.

Sensory and Mobility Considerations: Declining vision and hearing, along with
circulatory issues, are common. It's essential to make elderly guests aware of uneven
floors or steps. Plan for more frequent breaks with seating options to ensure comfort.

Restroom Access: Many elderly individuals require regular access to toilets, often every
1.5 to 2 hours, or even more frequently.

Pacing Activities: Certain activities may take longer than with younger guests. It's wise
to adjust the length of walks or hikes accordingly, emphasizing good time
management.

Dietary Needs: Elderly people typically consume fewer calories and prefer smaller
portions. This can be communicated to restaurants upfront. It also makes sense to
consider making lunch the main meal of the day rather than dinner.

By keeping these points in mind, we can easily accommodate elderly guests and provide them

with a truly comfortable and enjoyable travel experience.

Addressing Social Dynamics and Travel Experience

Dealing with Prejudices: Elderly people may hold established views on politics, religion,
or social conventions.

o Strategy for Guides: Demonstrate excellent manners, politely steer clear of
sensitive topics, and treat all guests with care and respect.

Need for Communication: Many elderly individuals live alone and seek more social
interaction while on vacation, often expressed through frequent conversation or
repeating old stories.

o Strategy for Guides: Ensure that frequent speakers do not always sit in the same
group constellation at meals or during activities. This prevents other guests from
feeling excluded and ensures more balanced conversations.

Limited Travel Experience: Some seniors may have little prior travel experience and be
unfamiliar with common tourism terms like "e-ticket" or "voucher," or practical items
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like hotel key cards. While younger guests might prefer independent free time, many
seniors require more support and comprehensive care, sometimes feeling anxious about
spending free time alone.

o Strategy for Guides: Offer additional support and guidance. Provide suggestions
for evening outings in small groups, and clearly explain how to use public
transport or local services.

Practical Scenario: Slow-Paced Guests

Imagine this situation: Two elderly guests in your group walk very slowly and rely on walking
sticks.

e Task 1: Plan a 1-hour city walking tour (using your hometown as the example). Design a
route and strategy that allows both the slow-paced guests and the rest of the group to
see the most important landmarks and points of interest.

e Task 2: Develop alternative strategies for managing the group and these two guests.
This could include having a second guide or assistant, or suggesting alternative modes of
transport for certain sections of the tour.

Lesson 4: Managing Health Emergency Situations on Tour

Ilinesses, incidents, or accidents can lead to emergency situations, impacting the entire group
and potentially jeopardizing a tour's success. As visitor guides, we must handle these situations
swiftly and professionally to ensure the tour's safe continuation. It's crucial to remember that
definitions and responses to emergencies can vary between organizations, so knowing and
following your company's specific procedures is paramount.

Handling Common Health-Related Emergencies

I've outlined procedures for four common health-related emergencies that you, as a visitor
guide, can and should follow:

Diarrheal Diseases

Caused by various sources and bacteria in water, food, or poor hygiene, diarrhea should be
addressed immediately to prevent its spread throughout the group.

1. Step 1: Isolate Affected Guests: Gently separate affected guests from the main group
and allow them to rest in their room. If on a round tour, rearrange seating to place them
near the coach toilet, ideally keeping surrounding seats free.

2. Step 2: Practice Strict Hygiene! Disinfect any luggage, items, and areas of the coach the
guest has been in contact with.
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3. Step 3: Identify the Source of Infection: Try to pinpoint the source. How many people
are affected? What food has been consumed or served at the hotel or restaurants?
Make a list of possible food or contact contamination points.

Step 4: Contact Tour Organizer: Notify the tour organizer and await further instructions.

If the guest is unfit to travel, alternative accommodation or transport arrangements will

need to be made.

Heat Exhaustion and Heat Stroke

Common among guests from temperate climates who are unaccustomed to the strong sun and

heat of tourist destinations.

Heat Exhaustion: This can often be managed with self-care. Guests should move to a

cool, shaded area, drink plenty of fluids (avoiding alcohol and caffeine), and apply water

to their skin.

Heat Stroke: This is a life-threatening medical emergency requiring immediate

attention. Move the guest to a cooler area and offer cool beverages while waiting for an

ambulance.

Serious lliness of a Passenger

When a guest becomes seriously ill, you must adapt your response to ensure they receive

prompt help while also protecting yourself. Here are the key steps:

1. Contact Tour Organizer: Provide comprehensive information:

2.

o

Customer's name and home address.

Hospital address and phone number.

Department and name of the treating doctor, along with the diagnosis.
Name and contact details of any accompanying person or next of kin.

Insurance company details and policy numbers.

Inform the Group: Clearly communicate the situation and any necessary procedural

changes to the rest of the group.

Seek Medical Assistance: Promptly seek medical assistance, for example, by going to

the nearest hospital. Ask an accompanying friend or relative to escort the guest. If the

guest is unaccompanied, the driver can assist as the temporary guide while you attend

to the guest at the hospital.

Practice Safe Hygiene: Maintain strict hygiene, especially if the cause of the illness is

unknown. Wear gloves if blood is involved. Your own health and safety always come

first.
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5. Gather Medical History: Identify and ask friends or family members for the guest's
medical history. Check for medications, medical alert bracelets, or search their bag for
written medical information if no companions are present (respecting cultural/religious
sensitivities regarding health information). Verify medical insurance details.

6. Document the Incident: Note the cause of illness, symptoms or injuries, and the time of
day and exact location (attraction/sight) where the incident occurred.

Passenger Accident

When an accident occurs, immediate and systematic action is critical.
1. Step 1: Stay Calm: Remain calm and use your time efficiently.
2. Step 2: Administer First Aid:

o First aid should only be provided by a certified first aider (this is a crucial legal
precaution).

o Immediately call or enlist another group member to call a doctor or emergency
services. If at an attraction with medical facilities, use them.

o Check for medical insurance.

o Note the time of day and the specific attraction/sight where the accident
happened.

3. Step 3: Practice Safe Hygiene: Maintain strict hygiene. Wear gloves if blood is involved
and always prioritize your own health.

4. Step 4: Seek Prompt Medical Assistance: Get to the nearest hospital quickly. Ask an
accompanying friend or relative to escort the guest. If the guest is unaccompanied, the
driver can assist as the temporary guide while you attend to the guest at the hospital.

5. Step 5: Protect Personal Belongings: Secure the customer's personal belongings,
papers, and travel documents (passport, insurance documents, foreign currency, visa,
etc.).

6. Step 6: Inform the Group: Notify the group and clearly communicate any adjusted
procedures.

7. Step 7: Contact Tour Organizer: Provide detailed information, including:
o Customer's name and home address.
o Hospital address and phone number.
o Department and name of the treating doctor, along with the diagnosis.

o Name and contact details of any accompanying person or next of kin.
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o Insurance company details and policy numbers.

o Information on the further course of the trip and the decision regarding whether
the guest can continue, needs to stay in the hospital, or requires repatriation.

While we all hope these situations never occur, being prepared is key. Here are two tasks to
help you prepare:

¢ Research your organization's specific procedures for dealing with emergencies. What
protocols are in place for different scenarios?

o Discuss with a colleague or friend other health-related emergency situations that can
occur or have occurred in Uganda/your region. What lessons were learned?

Lesson 5: Crisis Management in Visitor Guiding

A crisis is a time of extreme difficulty or danger, often demanding swift and challenging
decisions. These can range from health threats (like a global pandemic) to natural disasters,
political unrest, or even terrorist attacks. During these most severe emergency situations,
visitor guides must act promptly, professionally, and successfully to manage the crisis. Here are
the recommended steps to take.

Throughout any crisis, the guide must remain calm and organized, communicating with all
stakeholders in a concise and factual manner.

Addressing Specific Crisis Scenarios
1. Missing Participant or Inmediate Danger

Safeguarding customers is paramount. A participant might go missing for various reasons, such
as a misunderstanding of meeting times or deciding to explore independently without
informing the guide. However, missing vulnerable customers could be at serious risk.

What would you do if a participant is missing?

1. Step 1: Make Immediate Contact: Try reaching them by mobile phone or a friend's
phone (exchanging numbers at the start of the tour is highly advisable).

2. Step 2: Revisit Last Known Location: Go back to the last place of contact or wait at the
last agreed meeting point.

3. Step 3: Involve Authorities if No Contact: If you cannot establish contact, immediately
notify the police and inform your tour organizer.

2. Participant as a Victim of a Criminal Incident

Depending on the severity of the incident, a customer may require immediate help:
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¢ Notify the police and a doctor (if injured) without delay.

e Record all details: What happened, the exact time and location of the incident, any
possessions stolen, and whether the person is injured.

e If the guest needs to be hospitalized, protect their belongings and identify/instruct any
accompanying friend or relative.

o Inform your tour organizer and discuss the next steps and instructions.
3. Death of a Passenger

The death of a customer on a tour is a profound emergency that requires a sensitive, step-by-
step approach:

1. Step 1: Get Immediate Help: Notify the police and a doctor immediately.

2. Step 2: Secure Personal Papers: Collect the deceased's personal papers in the presence
of a witness to ensure transparency and accountability.

3. Step 3: Inform Organizer: Inform your tour organizer immediately with all relevant
details (name, participant number, services booked by the deceased, time and
preliminary cause of death, personal data) and await their further instructions.

4. Step 4: Notify Embassy/Diplomatic Mission: The organizer will typically handle this, but
be aware that the embassy or responsible diplomatic mission will need to be notified.
Official documents (death certificates, police reports, export permits for the corpse) will
need to be translated into certified translations.

Important Considerations:

¢ Do not contact the deceased's relatives independently; always coordinate with the
tour organizer first.

¢ Recognize that a death will profoundly impact the other participants and the tour
itinerary. Be prepared to address their needs and adjust plans accordingly.

Preparing for the Unforeseen

Crises present immense challenges for us as visitor guides. We not only have extensive
organizational tasks but also must respond to the emotional needs of participants, all while
managing our own well-being. Every crisis is unique, yet we can significantly improve our
preparedness by mentally rehearsing different scenarios.

¢ Practice Crisis Scenarios: Role-play various crisis situations with a friend or colleague,
following all recommended steps in the correct order. While no amount of practice can
fully prepare you emotionally for a guest's death on tour, rehearsing emergency
procedures will help you act effectively when under immense stress.
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¢ Develop Coping Mechanisms: Research relaxation and breathing techniques that can
help you manage severe stress. Practice these techniques regularly with a friend,
relative, or colleague.

Epidemics and Pandemics

Epidemic: An epidemic refers to a sudden, often unexpected, increase in the number of cases
of a disease in a specific geographical area or population, clearly exceeding what is normally
expected for that disease in that region. It signifies that the disease is spreading rapidly and
affecting a larger proportion of the community than usual. While an epidemic is significant, its
spread is generally localized or contained within a particular community, region, or country.

Pandemic: A pandemic is an epidemic that has spread over a very wide geographical area,
typically across multiple countries or continents, or even worldwide. It signifies a global
outbreak of a new disease (or a new strain of an existing one) to which most people have little
or no immunity, leading to sustained human-to-human transmission across international
boundaries and affecting a large number of people globally. The key distinction from an
epidemic is its vast geographical spread.

Lesson 1: Epidemics and Pandemics: Impact on Tourism

Epidemics and pandemics trigger health-related crises that can profoundly devastate the travel
industry. Unlike localized natural disasters or political unrest, their effects are often
widespread, spanning regions or even the entire globe.

For instance, the Ebola epidemic between 2014 and 2016 significantly impacted several West
African countries and had ripple effects on tourism across other parts of Africa. More recently,
the global COVID-19 pandemic deeply affected economies worldwide, leading to an
unprecedented 60-80% decline in international tourism in 2020.

For the tourism industry, this translates to substantial job losses, revenue declines, a severe
lack of business, and pervasive insecurity about the future.

Recovery of the Tourism Industry

The COVID-19 crisis paralyzed the global economy on an unprecedented scale, and its long-
term implications remain uncertain. The pace of recovery for the tourism industry hinges on
various factors:

o Duration of the Pandemic: How long will the pandemic last? When will effective
treatments or vaccines become widely available?

o Travel Restrictions and Lockdown Measures: When and how will countries begin easing
travel restrictions? What local or regional travel warnings and quarantine measures will
be implemented?
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¢ Consumer Confidence: How long will it take for consumers to feel secure enough to
resume traveling? How will travel behavior evolve — will there be a shift towards
domestic over international travel? How will social distancing guidelines impact future
travel experiences?

e Economic Impact: How deep and prolonged will the global recession be? What will be
the future disposable income for travel? What economic impact has the crisis had on
service providers in destinations worldwide, including those in Uganda?

e Government Measures: How are governments globally supporting tourism? This
includes the easing or imposition of new restrictions, and the provision of financial aid
packages or funding opportunities, particularly for small and medium-sized businesses
vital to the tourism ecosystem.

Reflecting on COVID-19's Impact in Uganda
Consider the impact of the COVID-19 pandemic specifically within Uganda:
o Identify the risks of COVID-19 in your destination.

e Conduct your own research on the pandemic's impact and current situation in Uganda
using reliable sources such as the Ugandan government, the Ministry of Tourism,
Wildlife and Antiquities, the Uganda Tourism Board, and relevant tourism associations.

Lesson 2: Visitor Guiding During Epidemics: Navigating COVID-19

The global tourism industry has developed new safety protocols to resume operations under
COVID-19 regulations. To minimize infection risks, visitor guides must apply safety guidelines
in accordance with their tour organizer's policies. This includes:

e Developing a specific COVID-19 emergency plan in addition to the standard risk
assessment.

¢ Allocating additional resources like Personal Protective Equipment (PPE) and hand
sanitizer.

e Creating an action protocol for when customers show COVID-19 symptoms.

o Complying with guidelines issued by health organizations, such as Uganda's Ministry of
Health.

The COVID-19 Emergency Plan: Four Key Areas
Your COVID-19 emergency plan should encompass four crucial areas:

1. Adapting Visitor Guiding Activities
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¢ Gain Information: Seek out information and training on health and hygiene risk
prevention relevant to your activities. Research the health and hygiene protocols of
local service providers (accommodation, restaurants, coaches, museums, etc.) in
advance.

e Prepare: Plan how visits will be conducted based on your risk assessment and the
restrictions/regulations of attraction providers (e.g., museums, monuments). Design
walking tours and stops in open, spacious areas to ensure safe distances. Plan one-way
routes in smaller towns and avoid crowded areas or small venues with limited capacity.

o Establish Limits: Determine the maximum number of customers per group, adhering to
your tour organizer's guidelines. Driver-guides must follow specific guidelines issued by
health authorities regarding vehicle capacity and ventilation.

e Choose Wisely: Select restaurants where customers can dine outdoors or where safe
physical distancing is strictly ensured indoors.

2. Tour Briefing and Information Dissemination
To ensure participants are fully aware of hygiene measures, you should:

e Send health and safety documents to customers before the tour begins (preferably in
their native language and with clear visuals).

o Communicate all restrictions to participants and ensure strict compliance. If a
participant refuses to abide by the rules, the travel contract may need to be cancelled.

3. On Tour Protocols
e Prevention:
o Regularly remind customers of preventative measures and urge them to comply.

o If avisitor guide experiences COVID-19 symptoms, they must immediately
refrain from service.

o Use the PA system and microphone, ensuring a disposable cover is used for the
microphone.

o Comply with enhanced cleaning requirements, including using disinfectant
products, adhering to cleaning frequencies, and disinfecting all used equipment
and the vehicle if you are a driver-guide.

e Protection:

o Wear a mask or protective shield when safe physical distance cannot be
guaranteed or for guests with hearing impairments.
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o Immediately dispose of used protective materials (gloves, masks) and personal
hygiene waste (tissues) in authorized waste bins.

o Wash hands frequently with soap and water; if not possible, use hand sanitizer.
¢ Avoidance:

o Avoid physical contact with customers at all times and maintain safe physical
distance between customers and colleagues.

o Avoid sharing equipment with customers and other guides. If equipment must
be shared, establish clear cleaning and disinfection guidelines.

o Avoid using printed materials like brochures, pictures, or objects.
o Prioritize card payments over cash for any services.

o Avoid improvising the planned schedule, as deviations can introduce unforeseen
risks.

4. Cooperation with Service Providers
Effective coordination with local service providers is crucial:
e Send a list of customer details in advance.
e Set up appointments and time slots for visits.
e Implement staggered entrances to hotels, museums, and monuments.
e Hand out room keys inside the coach to minimize contact at reception.

o Adhere to transport guidelines for coaches, such as maintaining space between
passengers and the driver, and ensuring each passenger occupies the same seat for the
duration of the tour.

o If possible, split larger groups for entrances to reduce crowding.
Your Next Steps for Preparedness

This covers visitor guiding during epidemics like COVID-19. To ensure you're well-prepared,
here are three tasks:

¢ Research COVID-19 test facilities and procedures (including costs and result times) in
your area of operation in Uganda.

e Contact your local health authority (e.g., the Ministry of Health or district health office)
and inquire about specific procedures in case a COVID-19 case is identified within your
tour group.
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e Prepare an introductory speech outlining the new safety rules and measures for your
guests. Practice delivering this speech to a friend or colleague.

You've successfully completed this unit on crisis management in visitor guiding. | look forward
to our next session!

MODULE: 8: Managing Customer Service and
Emergencies for Visitor Guides

This course is designed for visitor guides and aspiring guides, offering insights into delivering
outstanding customer service on your trips. You'll learn to understand diverse customer types,
manage their expectations, effectively handle complaints, and react professionally in
emergencies.

Who is This Course For?

This course is ideal for visitor guides, prospective visitor guides, and anyone interested in the
critical area of customer service and emergency response in tourism.

What You'll Learn:
¢ An overview of different types of customers.
¢ The importance of understanding and managing customer expectations.

o Strategies for dealing with customer complaints and responding to emergencies.

Understanding and Addressing Customer Concerns

Dealing with Customer Complaints in Visitor Guiding

The success of professional visitor guiding and of each tour hinges significantly on knowing and
understanding your customers. Effective customer care essentially means anticipating and
understanding their needs and expectations, and then finding ways to meet and exceed them.
Many needs relate to specific services on tour, connection to information and advice, or
requiring assistance.

As visitor guides, we are often the primary point of contact for our guests. This puts us in a
crucial position to react immediately to two key areas: emergencies (which we covered
previously) and customer complaints. Complaints are an inevitable part of service delivery and
can arise from many different causes. It's essential that we know how to respond to them
effectively, turning potential negative experiences into opportunities for service recovery and
positive lasting impressions.
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In this module, we will explore how complaints arise, how we, as visitor guides, can best
address them, and what key considerations we need to be aware of to manage and even
prevent them.

Lesson 1: Understanding Customer Expectations and Drivers of
Complaints

Introduction: Before we can effectively handle a complaint, we must understand its root cause,
which often lies in unmet or mismanaged expectations. Customers arrive with pre-conceived
notions about their trip, and any deviation can lead to dissatisfaction.

Key Learning Points:

o Defining Customer Expectations: What do customers anticipate from their tour
experience, the destination, and their guide? These can be explicit (stated in brochures)
or implicit (assumed based on previous travel, online reviews, or cultural norms).

e« Common Sources of Expectations:
o Marketing Materials: Brochures, websites, social media promotions.
o Word-of-Mouth: Recommendations from friends, family, or travel influencers.
o Past Experiences: Previous tours, travel styles, or interactions with guides.

o Cultural Background: Different cultures may have varying expectations regarding
service, punctuality, or personal space.

¢ Why Expectations Go Unmet:
o Misinformation: Inaccurate details provided pre-tour.
o Poor Communication: Lack of clarity or timely updates during the tour.

o Unforeseen Circumstances: Weather, traffic, local events, or unforeseen
closures.

o Service Gaps: Inconsistencies in quality from third-party suppliers (e.g., hotels,
restaurants, transport).

o Guide Performance: Perceived lack of knowledge, enthusiasm, or interpersonal
skills.

¢ The Psychological Impact of Unmet Expectations: How disappointment can quickly
escalate to frustration, anger, or feeling cheated.

Activity:
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o Reflect on a recent tour you led. What were some explicit and implicit expectations your
guests seemed to have? Were there any that were particularly challenging to meet?

Lesson 2: Identifying and Categorizing Customer Complaints

Introduction: Complaints come in many forms and intensities. Being able to quickly identify the
type of complaint can help you tailor your response. It's also important to recognize early
warning signs of dissatisfaction.

Key Learning Points:

o Signs of Dissatisfaction: Non-verbal cues (e.g., folded arms, frowning, silence), passive
aggressive comments, repeated questioning about minor details, disengagement from
the group.

e Common Complaint Categories:

o Service Quality: Issues with cleanliness, food, comfort, or timeliness (e.g., "The
hotel room was dirty," "The food portion was too small," "The coach was late").

o Unmet Expectations: The reality differs significantly from what was advertised or
anticipated (e.g., "The view wasn't as promised," "The activity was shorter than
expected").

o Logistical Issues: Problems with transport, timings, itinerary changes, or access
(e.g., "We spent too much time in traffic," "The museum was closed," "I missed
my connection").

o Interpersonal Conflicts: Issues between guests, or between a guest and a service
provider (e.g., "Another guest was too loud," "The restaurant staff was rude").

o Information/Communication: Lack of clear instructions, miscommunication, or
feeling uninformed (e.g., "l didn't know we needed cash," "You didn't explain the
history well").

o Unexpected Events: Circumstances beyond anyone's control that impact the
tour negatively (e.g., extreme weather, political protests affecting access).

¢ Understanding the "Why": Often, the stated complaint isn't the real underlying issue.
Learning to probe gently to understand the true source of frustration.

Activity:

¢ Think of three different customer complaints you have either experienced or heard
about in visitor guiding. Try to categorize each one and consider what might have been
the underlying reason for the complaint.

Lesson 3: The 5-Step Complaint Resolution Process (The 5 A's)
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Introduction: A structured approach to handling complaints can help you remain professional,

empathetic, and effective, even under pressure. This process is designed to lead to a

satisfactory outcome for both the guest and the guide.

Key Learning Points:

Acknowledge:

o

Listen Actively: Give the customer your full attention, make eye contact, and
avoid interruptions.

Show Empathy: Express understanding of their feelings. Use phrases like, "I
understand this is frustrating," or "l can see why you're upset." Do not minimize
their feelings.

Apologize:

o

Sincerely Apologize for the Experience: Even if the issue isn't directly your fault,
apologize for the negative experience they are having. "l am truly sorry that this
has happened,"” or "l apologize that your experience hasn't met your
expectations."

Avoid Excuses: Do not immediately offer justifications or blame others. Focus on
the customer's feeling.

Analyze (Investigate):

o

Ask Clarifying Questions: Gather all relevant facts. "Can you tell me more about
what happened?" "When exactly did this occur?" "What would have made this
better for you?"

Identify the Root Cause: Determine if it's a systemic issue, a misunderstanding,
or an isolated incident.

Stay Objective: Separate emotions from facts.

Action (Resolve):

Propose a Solution: Offer a practical and reasonable solution. This might involve
an immediate fix, a future adjustment, or a compromise.

Collaborate: If appropriate, ask the customer, "What would be a fair resolution
for you?"

Set Realistic Expectations for Resolution: Don't promise what you can't deliver.

Escalate if Necessary: Know when the complaint is beyond your scope and needs
to be referred to the tour operator or local management.
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¢ Assure (Follow-Up):

o

Activity:

Confirm Satisfaction: After taking action, check back with the customer to
ensure they are satisfied with the resolution.

Learn and Document: Reflect on the complaint to prevent future occurrences.
Document the complaint and its resolution for your records and to inform your
tour operator.

e Role-play a common complaint scenario with a colleague. Practice applying the 5 A's
process. Focus on active listening and empathetic language.

Lesson 4: Effective Communication and De-escalation Techniques

Introduction: The way you communicate during a complaint can either defuse or escalate the
situation. Maintaining composure and using specific communication techniques are vital.

Key Learning Points:

e Maintaining Composure:

o

o

o

Stay Calm: Take a deep breath. Remember it's not a personal attack.
Professional Demeanor: Even if the customer is emotional, remain professional.

Body Language: Maintain open, non-defensive body language.

¢ Active Listening Revisited:

o

@)

Paraphrasing: Repeat back what you've heard to confirm understanding ("So, if |
understand correctly, you're concerned about...").

Non-Verbal Cues: Pay attention to their tone, facial expressions, and gestures.

o De-escalation Strategies:

Acknowledge Feelings First: "I hear how frustrated you are."

Avoid Argumentation: Do not get defensive or argue with the customer's
perception.

Focus on the Issue, Not the Person: Address the problem, not their personality.
Offer Choices: If possible, give the customer options for resolution.

Statements: Frame your responses in terms of your actions or understanding
(e.g., "I will check on that for you" instead of "You should have read the
itinerary").
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Knowing When to Involve Others:

When to Escalate: When the complaint involves significant financial implications,
safety risks, legal issues, or when you've exhausted your own resolution options.

How to Escalate: Inform the customer you are escalating, explain why, and
provide contact details or connect them directly.

Documentation: Why, what, and how to document complaints for future reference,

accountability, and continuous improvement.

Activity:

Practice rephrasing aggressive or accusatory customer statements into neutral, factual

guestions that help you understand the core issue.

Identify a situation where you would immediately need to escalate a complaint to your

tour operator.

Lesson 5: Preventing Complaints: Proactive Strategies

Introduction: The best complaint is the one that never happens. By implementing proactive

strategies, visitor guides can significantly reduce the likelihood of dissatisfaction and enhance

the overall tour experience.

Key Learning Points:

Pre-Tour Communication:

Clear and Comprehensive Information: Ensure guests receive accurate
itineraries, packing lists, cultural notes, and health advisories well in advance.

Setting Realistic Expectations: Highlight both the highlights and potential
challenges (e.g., long travel days, busy periods, basic accommodations).

During-Tour Proactivity:

o

Regular Check-Ins: Periodically ask guests if they have any questions or
concerns.

Anticipate Needs: Look for signs of discomfort or potential issues before they
become complaints (e.g., offer water on hot days, suggest breaks, notice tired
guests).

Provide Timely Updates: Inform guests immediately of any changes to the
itinerary, delays, or unexpected closures, explaining the reasons clearly.

Accurate Information Delivery: Ensure all information provided about sights,
history, and culture is correct and engaging.
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o Flexibility (within limits): Be willing to make minor adjustments to the schedule
or activities if feasible and beneficial for the group.

e Personalized Attention: Making each guest feel seen and valued can significantly
improve their overall satisfaction, even if minor issues arise.

o Feedback Mechanisms: Encourage feedback during and after the tour. This allows you
to address minor concerns before they escalate.

Activity:

e Design a short "pre-tour briefing" that effectively sets expectations and provides key
information to minimize potential complaints.

e Brainstorm three proactive actions you could take on a typical tour to prevent common
complaints in your region (e.g., related to heat, traffic, or cultural differences).

By mastering these lessons, visitor guides will not only be equipped to handle complaints
professionally but also to cultivate positive, memorable experiences for their guests, ultimately
contributing to the reputation and success of Uganda's tourism sector.

Types and Diversity of Customers

Lesson 1: Types of customers

Understanding Your Customers in Visitor Guiding

As a visitor guide, you'll interact with a diverse range of customers. These can be broadly
categorized into external and internal customers.

External Customers

These are the individuals who directly use the services your organization provides. You'll know
them as your guests, visitors, participants, travelers, or tourists. Your interaction with them
occurs both on the tour and sometimes beforehand via email or phone. This group is incredibly
varied and can include:

o Existing customers (returning guests).

¢ New customers.

e People from different age groups (e.g., children, elderly individuals).
e Guests from diverse cultures and language backgrounds.

e People of all genders.
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¢ Individuals with varying educational backgrounds.
e Customers with individual and/or special needs.
Internal Customers

These are the people within your own organization to whom you provide a service. They
include:

e Colleagues (those you work with directly or in other departments).
e Supervisors (members of management).
Your Direct (External) Customers

Since your direct interaction is primarily with external customers, let's take a closer look at this
crucial group. International travel has become more accessible globally, meaning people of all
age groups are now participating in group and educational tours.

So, who exactly are your direct customers?

To understand your customer base for each tour, you should use your research skills
beforehand by:

e Studying tour brochures and descriptions: Analyze the services offered (e.g., luxury or
standard accommodation), and the types of activities (e.g., hiking or boat trips). This
provides clues about the target demographic.

¢ Requesting guest lists from the tour organizer: This can give you insights into age
ranges, nationalities, and other group demographics.

e Communicating with internal stakeholders: Engage with your colleagues and
supervisors to gain a deeper understanding of your customer base and past guest
profiles.

As a general rule, tour groups are often more heterogeneous (diverse) than homogeneous.
However, some characteristics tend to be disproportionately represented in group tours:

e Age: Often, guests fall within the 50 to 70 years age bracket.
¢ Educational Background: Many have a middle to higher level of education.
e Gender: There's a notable presence of women traveling alone.

Crucially, all these individuals have made a conscious decision to participate in a group tour!
This means you'll need to pay extra attention to the needs of each individual within the group.

Your Turn to Analyze!

Now, put your analysis skills to work:
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¢ Analyze a tour brochure or description for a tour in Uganda or your specific region.
Based on the services and activities advertised, identify the types of customers this
particular tour would most likely attract.

e Choose two different tour brochures/descriptions for your country or region. For each,
identify the likely customer types, then compare them and sketch out two distinct
customer profiles.

Lesson 2: Embracing Customer Diversity in Visitor Guiding

Every guest is unique, and as visitor guides, it's crucial to acknowledge, perceive, and respect
these differences. This extends beyond obvious factors like varying age groups within a tour.
We must also consider language proficiency, as even among non-native English speakers,
fluency levels can differ significantly. Furthermore, impairments of all kinds are always a vital
factor in planning and executing a guided tour effectively.

Ensuring and safeguarding diversity on a tour means not just accepting and respecting, but
actively accommodating these differences. This includes being mindful of participants' diverse
ethnic and cultural backgrounds. Misunderstandings can quickly arise if cultural nuances are
overlooked, which could otherwise be easily avoided. The same applies to religious beliefs —
maintaining mindfulness and respect at all times is key.

Visitor guides need to be inclusive, ensuring all guests are accommodated according to the
principles of equality and diversity. Beyond cultural aspects, several socioeconomic criteria
within diversity are particularly important for tour planning and delivery. These include guests'
income and financial possibilities, which can vary greatly within a group, as can their family
status. For example, families with children may have different demands and needs than solo

travelers or couples without children.

Considering Customer Diversity in Tour Planning and Delivery

Here's a breakdown of key diversity factors and how they influence tour guiding:
e Age:

o Seniors (65+): Often retired couples or single pensioners (e.g., "war and lacks
generation," 55-64), typically with more time and potentially more specific
comfort needs.

o Generation of Social Change (45-54): Couples, often without children at home,
seeking enriching experiences.

o Suburban Generation (35-44): Typically couples with children aged 7-15, looking
for family-friendly activities and facilities.
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o

Wealth Generation (25-34): Young married individuals, with no or one child up
to 7 years old, often seeking unique and perhaps adventurous experiences.

Generation of Consumption (15-24): Adolescents and young adults, often
unmarried, interested in social and dynamic experiences.

Video Games Generation (12-14): Young adolescents who strongly influence
their parents' choices for holiday activities, often seeking interactive and
engaging options.

Income:

o

Low-Income Tourists: Travel infrequently, prioritize price over luxury. They
expect fulfillment and quality service, as they often save for a long time for their
trip, making complaints about unmet services more likely.

Average Condition Tourists: Form the majority, are more demanding regarding
comfort, but also more willing to spend on extra services/packages and are open
to new experiences.

Luxury, High-Income Tourists: Very demanding in terms of service quality, but
also willing to pay for it. Less likely to complain, often explorative, and seeking
alternative or exclusive travel experiences.

Education Level:

@)

o

Elementary/Middle Education: Often motivated by the desire for rest and
enjoyment during travel.

Higher Education Levels: Travel motivations frequently relate to status, prestige,
or self-fulfillment, seeking deeper engagement and intellectual stimulation.

The education level is particularly important for niche tourism types, such as
cultural tourism, where guests are often highly educated and expect high-
quality, insightful services.

Nationality:

o

o

Consider the cultural-demographic diversity and characteristics associated with
various global regions: Europe, the Americas (North and South), South-East Asia,
the Middle East, Russia, Australia, etc.

The country of origin and country of residence provides crucial cross-references
to understanding cultural backgrounds, communication styles, and expectations.

Religion:

o

It's essential to obey and respect different religious beliefs and customs.
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o Be aware of specific needs for special purpose trips, such as pilgrimages, which
have unique requirements.

o Family Status:
o Married/Unmarried individuals.
o Those traveling alone versus those with company (partner, friend, or relative).

o Guests traveling with children versus without children, as their daily needs and
desired activities will differ significantly.

Connecting with Customers' Life Experiences and Cultural Backgrounds

Incorporating customer diversity — both cultural-demographic and socio-economic elements —
is crucial for fostering an atmosphere of respect and understanding. When every guest feels
valued and acknowledged, it helps establish positive group dynamics.

To better engage and motivate participants, it's highly beneficial to draw connections to their
cultural background and life experiences. This can be done by:

o Creating references to guests' everyday life experiences.
o Referencing the social systems guests come from.

o Building connections between people's lives in the visited country and their
homeland.

o Establishing relationships between the history of guests' homelands and that of the
country visited.

The choice of these references should always be based on the participants' level of knowledge
and education, interests, age, origin, and economic situation.

I've always found it incredibly helpful to create a country profile of my clients before a tour.
Perhaps this practice could benefit you too?

Here's a task to help you get started:

e Choose one country of origin (from a potential guest demographic for your region in
Uganda).

¢ Research information related to its history, culture and ethnicity, socio-economic
factors, demographics, climate, traditions, and customs.

e Write a concise customer country profile based on your findings, highlighting aspects
most relevant to guiding a tour.
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Module 9: Customer Service

In the context of Visitor Guiding, Customer Service is the comprehensive process of
anticipating, understanding, and actively responding to the needs, expectations, and
concerns of guests before, during, and after a tour, with the ultimate goal of ensuring their
satisfaction, safety, and creating a positive, memorable experience.

It encompasses:

1. Proactive Engagement: Identifying potential needs or issues before they arise (e.g.,
providing clear pre-tour information, anticipating discomfort).

2. Effective Communication: Clear, courteous, and timely interaction, including listening
attentively to feedback and complaints.

3. Professional Conduct: Maintaining a knowledgeable, enthusiastic, patient, and
respectful demeanor at all times.

4. Problem Resolution: Skillfully and empathetically addressing concerns, complaints, and
unforeseen challenges to mitigate negative impacts.

5. Personalized Attention: Making each guest feel valued and seen, often by tailoring
interactions or providing relevant insights.

6. Safety and Well-being: Prioritizing the physical and emotional security of all guests
throughout the tour.

7. Knowledge and Expertise: Delivering accurate, engaging, and relevant information
about the destination, culture, and attractions.

Essentially, customer service in visitor guiding goes beyond merely delivering facts; it's about
curating an entire experience that makes guests feel welcome, cared for, and thoroughly enjoy
their journey.

Lesson 1: Identifying Customer Needs, Requirements, and
Expectations

To truly enhance the quality of your guiding service and boost customer satisfaction, it's
essential to understand and analyze how your existing services meet various customer needs
and expectations.

Levels of Customer Needs and Requirements
We can categorize customer needs and requirements into three main types:

o Expected Needs/Requirements: These are the fundamental expectations customers
have, often implied by the tour organizer or travel contract. Customers generally take
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these for granted. For example, they expect the transport to be safe, the
accommodation to be clean, and the guide to be knowledgeable.

¢ Revealed Requirements: These are the expectations customers actively communicate
to you, the guide. Customer satisfaction often hinges on how well you meet these
specific, expressed needs. For instance, a customer might ask for recommendations for
a local restaurant, express a desire for more historical details at a site, or request a
specific seating arrangement.

e Extra Needs/Requirements: These go beyond basic customer expectations and add
significant value to the service. Meeting these can delight customers and create
memorable experiences. What's considered "extra" today might even become an
"expected requirement" in the future as service standards evolve. An example could be
surprising guests with a small, authentic local gift or offering an unexpected, insightful
detour.

Individual and Special Needs

Some customers have very specific, individual needs related to the service due to various
personal circumstances:

o Disabilities: Affecting speech, hearing, or sight.
e Mental Health: Considerations that may require specific support or understanding.

e Personal Situations: This can include parents with small children, elderly individuals,
customers with existing injuries or illnesses, or expecting/nursing mothers.

As visitor guides, we must identify these individual needs to respond appropriately. You can do
this by:

¢ Checking remarks on guest lists provided by the tour organizer.
e Proactively communicating with customers before or at the start of the tour.
o Utilizing your observational skills throughout the tour.

It's important to remember that not all individual needs may be immediately apparent, so
remaining observant and approachable is key.

Practical Recommendations for Meeting Customer Needs

(The original text mentions a podcast by Anna and Elias; if that's an external resource, you'd
direct users to it here. Otherwise, you'd elaborate on practical tips for meeting needs.)

To meet diverse customer needs effectively:

o Be Proactive: Review guest lists for any noted special requests or conditions.
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Communicate Openly: Encourage guests to share any concerns or specific needs with
you at the start of the tour or whenever they arise.

Observe and Adapt: Pay close attention to guest behavior, energy levels, and comfort.
Be flexible and ready to make minor adjustments to pacing, stops, or communication
methods.

Educate Yourself: Learn about different types of disabilities and cultural norms to better
anticipate and accommodate needs.

Collaborate: Work closely with your tour operator and local suppliers (hotels,
restaurants, transport providers) to ensure they are also aware of and can meet specific
guest requirements.

Understanding these diverse needs is fundamental to providing exceptional customer service

and ensuring a positive experience for every traveler.

Practical Recommendations for Meeting Customer Needs

Meeting customer needs is crucial for successful guiding, directly impacting guest satisfaction
and repeat business. It might seem challenging, but understanding and responding to individual
expectations can significantly enhance the tour experience.

Here are some practical tips, drawing from the insights of experienced guides:

Personalizing the Experience

Address Guests by Name: This simple act creates an immediate and personal
connection. Instead of generic address, using a guest's name makes them feel seen and
valued, fostering a much stronger rapport.

Acknowledge Individuality: While guests enjoy the benefits of a group tour, they also
want to feel recognized as individuals. This means being attentive to their personal
interests and preferences where possible.

Cultural and Contextual Sensitivity

Bridge Cultural Gaps: Consider the social and cultural backgrounds of your guests. Use
this understanding to highlight similarities and differences with the host country. This
not only avoids misunderstandings but also enriches their cross-cultural experience.

Going Beyond the Itinerary

Anticipate Individual Desires: When feasible within the tour's framework, try to gauge
what your guests might enjoy doing outside the planned program. This allows you to
respond to individual wishes, perhaps by offering suggestions for free time or
recommending local spots tailored to their interests.
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Your Turn to Practice!
To help you apply these concepts, here are two exercises:

e Analyze a Service: Choose one specific service provided by your company or
organization (e.g., a city walking tour, a wildlife safari drive, a cultural village visit). What
would you define as the expected needs of customers for this service? Then, try to
identify potential revealed needs (things guests might explicitly ask for) and extra needs
(ways you could add unexpected value) for customers on this service.

o List Individual Needs: Think back on your guiding experiences. Compile a list of
individual customer needs you have encountered while on tour that required special
attention or adaptation.

Lesson 2: Understanding Customer Service in Visitor Guiding

Tour operators curate and sell holiday packages at a fixed price, usually encompassing
accommodation, transport, and ground arrangements like attractions and guiding services. As a
visitor guide, your role is to manage the intangible components of the tour, ensuring the tour
operator's promises are brought to life for the guests.

The Tour Framework: Key Components

To successfully deliver the tour as promised, visitor guides operate within a general framework
comprising four main components:

1. Detailed Tour Description

Also known as the "script" by some operators, this document lists the entire itinerary in detail.
It contains crucial information for both the guide and the tour operator:

¢ Names, addresses, and contact numbers for partners (e.g., hotels, local guides, bus

companies, drivers).
¢ All pre-booked services with exact timings (e.g., entrances, ferry, flights, museum visits).
e Emergency contact numbers.
e Customer data.

Important: This detailed description contains sensitive data and must never be shared directly
with customers.

2. The Itinerary
This outlines the planned and defined route by the organizer for all involved stakeholders

(visitor guides, drivers, customers, local agencies). It's typically provided for each day of travel.
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e It does not contain detailed or sensitive data.
e The itinerary should generally be carried out by the visitor guide as described.
e It can be modified or adjusted by the guide due to:

1. Unforeseen events in the itinerary (e.g., traffic jams).

2. Force majeure (e.g., strikes, vehicle breakdowns, severe storms).

Note: Any changes to the itinerary should always be communicated and justified to the guests,
recorded in a daily log, and reported to the organizer. Unlike issues with specific services,
guests generally do not have recourse claims for itinerary changes due to justified reasons.

3. Services

All services explicitly specified by the organizer — as detailed in the tour description — must be
fulfilled. If a service is not provided without a valid reason, guests may have grounds for
recourse claims. Justified cases for non-fulfillment include:

e Force majeure (unforeseeable circumstances).
e Unforeseen events.
o Official orders (e.g., government directives).

However, a qualified visitor guide is expected to plan and act with foresight. Your primary task
is to ensure all services are met. If a service cannot be fulfilled, it must be meticulously
documented, justified, and reported immediately to the organizer.

4. Additional Service Packages

These are optional services that customers can book either before or during the trip, such as
excursions, theatre tickets, or concert visits. They are often bundled into "packages" at a
reduced price. These differ from spontaneous program additions (like an impromptu boat trip)
because they are pre-organized and described in the itinerary by the tour operator, thus
counting as formal services.

Defining Customer Service

While there are many definitions of "Customer Service," they all center on customers and their
needs. Generally, effective Customer Service is built upon five core elements:

o Reliability: Consistently delivering on promises.
e Responsiveness: Being ready and willing to help promptly.
¢ A Feeling of Being Valued: Making customers feel important and appreciated.

¢ Empathy: Understanding and sharing the feelings of your customers.
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o Competency: Possessing the necessary skills and knowledge to perform the service
effectively.

A comprehensive definition of customer service is: "Efficiently satisfying a customer’s need by
providing and delivering professional, helpful, high-quality service and assistance before,
during, and after the customers’ requirements are met."

Good vs. Poor Customer Service

We all agree that customer service should always be delivered optimally. Unfortunately, we've
all encountered examples of poor customer service. It's often insightful to put yourself in the
customer's shoes. We've certainly all experienced both excellent and subpar customer service.

Here are two tasks for you to reflect on your own experiences:

¢ Describe a situation where you encountered poor service. How did it make you feel?
What were the specific shortcomings in the service delivery? What were your
expectations, and how were they unmet? Create a list of points on how that situation
could have been improved.

o Describe a truly great customer experience you had. What made it good or
exceptional? Compare and contrast how your expectations were met or exceeded in
this instance versus the poor service example.

Lesson 3: Managing Customer Expectations in Visitor Guiding

Today's group and educational trips are more dynamic than ever. Guests often have a broader
level of education than in the past, and groups are becoming increasingly diverse. They now
expect more than just perfect organization and in-depth knowledge of the destination. As
visitor guides, our role is to identify individual customer expectations and develop strategies to
effectively meet them.

Understanding Customer Expectations

Customer expectations generally fall into three categories: those related to booked services,
non-booked services, and the guide's performance.

1. On Booked Services

Customers' primary expectations revolve around the services they've paid for and their
anticipated benefits for a successful vacation. These include:

e Suitable Transport: Efficient and comfortable transport upon arrival, during transfers,
and for on-site movements.
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Appropriate Accommodation: Expectations regarding room comfort, amenities, meal
quality (like breakfast), and convenient location (e.g., proximity to the beach or city
center), along with logical routing for round trips.

Professional Organization: Qualified advice during booking, seamless execution
according to the program, and skillful adjustments or exclusive experiences if necessary.

Optimal Routing: A well-planned route with a representative selection of scenic,
historical, and artistic highlights.

Qualified Visitor Guide: Expectations of professional organization, consistent support,
excellent guest handling, and strong technical and mediation skills.

2. On Non-Booked Services

Sometimes, customer expectations don't align with the booked services. This can be due to:

Unclear or Exaggerated Advertising: Ambiguous or overly enthusiastic tour
advertisements or brochures.

Insufficient Information: Lack of clear details from the booking agent.

Discrepancy: Differences between services advertised in the brochure and those
actually booked.

Customer Oversight: Failure to read or inaccurate reading of booking documents by the
customer.

Misunderstanding Information: The customer's inability to fully comprehend the details
in the booking documents.

Seeking Advantage: The customer attempting to gain an unbooked benefit.

3. On Visitor Guide Performance and Skills

Expectations regarding the guide's performance vary depending on the guest's age and

interests:

Interpretation and Information: Younger guests (15-30 years old) prioritize
understandable explanations and knowledge transfer. Slightly older guests (31-50 years
old) often prefer friendly support.

Perfect Program Organization: A seamlessly executed tour itinerary.

Support and Protection: For customers over 50 years of age, support, safety, and
overall trip organization are paramount. This also extends to protecting the host
community.

Group Control and Leadership: The ability to effectively manage and lead the group.
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Mediation and Conflict Management: Skills in resolving disputes and diffusing tensions.

Safeguarding Heritage and Conservation: Acting as an ambassador for the host country,
promoting responsible tourism and respect for cultural and natural heritage.

Practical Recommendations for Meeting Expectations

Here are some tips to help you meet and exceed customer expectations, based on practical

experience:

As an Intercultural Mediator and Partner:

Sensitively Introduce Cultures: Gently introduce customers to foreign cultures and offer
authentic, country-specific experiences. Be an intercultural mediator, bridging gaps and
fostering understanding.

Show Consideration: Always be considerate and understanding towards the people and
natural environment of the host country.

Be a "Friend and Partner": Guide your guests as a supportive "friend and partner" on
their journey, rather than a rigid "lecturer."

Adopt an Integrative Leadership Style: Lead with a socially integrative approach rather
than an authoritarian one.

Show Empathy and Care: Demonstrate empathy for all guests, providing extra
supervision and care for elderly guests and those with special needs.

Regarding Safety and Danger Awareness:

Communicate Known Dangers: Clearly communicate known dangers and issue urgent
warnings or notices (and be prepared to enforce rules if necessary, remembering the
"teach - warn - punish" principle, while understanding its varying interpretations by
operators).

Outline Common Hazards: Proactively highlight frequently occurring sources of danger,
such as streets and markets known for pickpockets, potential falling rocks during
mountain hikes, or common rip-offs in entertainment areas.

Issue Reminders: Provide frequent reminders for guests to check their belongings (e.g.,
"Please double-check that you haven't forgotten anything on the bus!").

Provide Support in Unfamiliar Environments: Offer practical support for navigating
unfamiliar surroundings, such as providing city maps and guides, currency exchange
information, explanations of customs regulations, and local etiquette.

Your Next Steps: Reflection and Application

To apply these insights, consider these tasks:
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¢ Reflect on an incident where a customer expressed dissatisfaction because their
expectations weren't met. What was the specific unmet expectation, and what caused
it?

e Analyze your strategies: Which strategies did you use to solve the problem or meet the
expectations? List the measures you took and rate their effectiveness (0: not effective at
all, 5: very effective).

e Plan for improvement: Could you have done anything differently? Prepare a mental
map or outline different strategies you could employ in a similar future situation to
better meet expectations.

Lesson 4: How to Deal with Difficult Guests in Guiding

In visitor guiding, you might occasionally encounter difficult guests whose challenging
personality or behavior can disrupt the group dynamic. These individuals might be rude,
impatient, or insensitive. While not a constant presence on tours, there are indeed situations
where the guide must act as a "lightning rod," absorbing and redirecting negative energy.

Common Reasons for a Guest's Bad Mood

A guest's challenging behavior often stems from underlying dissatisfaction rather than a
personal attack. Common triggers for a "bad mood" include:

¢ Weather Conditions: "We hadn't booked rain, you know?"
¢ Hotel Location: "Why isn't this hotel more central?"
e Seating Arrangements: "| want to sit in the first row on the bus!"
o Travel Delays: Plane or train delays, causing frustration.
¢ Perceived Unfairness: "Why do they always get their room key first?"
e Program Dissatisfaction: "Can't we depart later/earlier?"
Practical Tips for Managing Difficult Guests

Your choice of words and behavioral strategies is crucial when dealing with difficult guests. The
right approach can improve communication, while the wrong one can escalate the situation and
lead to a formal complaint.

Here's how to approach these interactions effectively:

1. Stay Calm and Professional: Remember that the guest's frustration is usually with the
situation, not personally with you. Maintain a calm demeanor and professional tone,
even if they are agitated.

159



Listen Actively: Let the guest fully express their concerns without interruption. Show
that you are listening by nodding, making eye contact, and offering verbal affirmations
like "I see" or "l understand."

Empathize and Validate Feelings: Acknowledge their feelings, even if you don't agree
with their premise. Phrases like, "l understand this situation is frustrating," or "l can see
why you're upset about the delay," can de-escalate tension.

Avoid Taking it Personally: Separate the complaint from your personal feelings. Your
job is to manage the situation, not to absorb their negativity.

Focus on Solutions: Once you've listened, shift the conversation towards finding a
solution. Clearly state what you can do, rather than focusing on what you can't.

Set Clear Boundaries (if necessary): While empathetic, you must also maintain control
of the group and the tour. If a guest's behavior becomes disruptive or disrespectful to
others, calmly and firmly address it, reiterating group rules or tour expectations.

Know When to Involve Others: If the situation is beyond your immediate control or
expertise, or if the guest remains uncooperative, do not hesitate to discreetly contact
your tour organizer or supervisor for guidance.

Exercises for Skill Development

To help you refine your approach to difficult guests, engage in these practical exercises:

Role-Play Scenarios: Ask a friend or colleague to role-play various challenging scenarios
(e.g., a delayed train, a remote hotel location, bad weather). Practice different methods
and behavioral strategies. Critically, change roles so you can experience how it feels to
be the "difficult guest" and gain insight into their perspective.

Reflect and Refine: After your role-play experience, reflect on which strategies made
you feel calm and reassured when you were the difficult guest. Compile a list of your
preferred methods that you can then try to apply when encountering challenging guests
on actual tours.

Explore Alternative Strategies: Think about other strategies and methods you might
have tried or observed in the past. Exchange ideas and compare approaches with a
colleague to broaden your toolkit.

By practicing these techniques, you'll be better equipped to navigate challenging interactions,

maintain a positive tour environment, and ensure a smoother experience for all.
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Lesson 5: What Are Customer Complaints in Visitor Guiding?

Customers complain when one or more of their expectations aren't met. They're typically
seeking solutions to a problem and often some form of (even financial) recovery. Interestingly,
customer complaints should be viewed positively because they offer a direct way to identify
issues and prevent similar complaints from other guests.

Common Causes of Complaints
Based on experience, there are five frequent reasons customers complain:

o Substandard Hotel Accommodation: This can include issues with cleanliness, room
amenities, or overall quality.

¢ Noise Pollution: Disturbances from nearby construction sites or other sources.
o Food Quantity or Quality: Dissatisfaction with meals provided.

e Poor Service: Issues with service delivery from staff (e.g., in hotels, restaurants, or
transport).

e Lack of Events or Program Options: Feeling that the itinerary is insufficient or doesn't
offer enough variety.

These reasons can sometimes justify reimbursement of travel expenses, especially if the
complaint is valid. However, it's important to remember that a complaint might also arise if the
customer hasn't carefully read or understood their travel documents, or if the organizer failed
to provide accurate or sufficient information. Occasionally, a customer might try to unfairly
profit from a complaint, but in our experience, such cases are rare.

As visitor guides, we need to evaluate these complaint triggers differently. While non-binding
guidelines like the "Frankfurter Liste" exist to help assess potential reimbursement amounts for
specific issues, it's crucial to understand they don't have legal force.

Conversely, there are also situations where customers cannot expect reimbursement, even if
they complain. For example, if the organizer informed them of a particular defect or deficiency
before the trip began, the complaint is unlikely to lead to compensation. This highlights why it's
essential for us, as guides, to be thoroughly familiar with all documents provided by the
organizer. For instance, if the organizer stated there would be evening music on a terrace, a
complaint about noise disturbance is unlikely to succeed. Similarly, if "simple accommodation"
was promised, guests might need to tolerate minor issues like insects or ants.

In short, numerous reasons can lead to customer complaints. Our job is to be fully informed
about every detail of the tour and what was promised to customers so we can react
appropriately in every situation.

Objectives of Complaint Management
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As a guide, you'll inevitably handle complaints, sometimes in person (perhaps by discreetly
pulling a customer aside from the group) or over the phone.

The main goal of complaint management is to transform a dissatisfied customer into a
satisfied one. When this succeeds, the customer will appreciate the effort made to resolve their
concern, often leading to increased loyalty.

The three main objectives are:

e Create a Positive Impression: Ensure the customer leaves with a positive impression of
the service provided or the situation they complained about.

o Swift and Solution-Oriented Resolution: Address concerns and complaints quickly and
with a focus on finding a solution.

¢ Resolve On-Site: Aim to resolve complaints during the tour. If not possible, immediately
inform the organizer, and the guest will be reimbursed upon their return.

Statistics show that roughly 66% of all who complain will return if their problem is resolved.
Furthermore, complaining customers are likely to tell an average of 10 others about their
experience. Therefore, it's always in the visitor guide's best interest to resolve customer
complaints positively and courteously.

How to Deal with Customer Complaints: A Practical Approach
Be Present & Approachable:

e Make yourself approachable during regular "consultation hours" or be reachable by
phone, or by leaving messages (e.g., via a designated mailbox at the hotel).

¢ Listen actively and focus on what the customer has to say. Thank them for bringing the
complaint to your attention. Express empathy to show you understand how they feel
and that their concern is taken seriously.

e Paraphrase or summarize what the customer said to confirm your understanding of the
problem.

Act Promptly to Offer a Solution:

¢ Try to solve the problem "within the framework of what is possible and reasonable," as
defined by your organizer.

o Verify the defect: Check if the reported issue exists and has been accurately described.
If so, try to remedy it within a reasonable time (maximum 1-2 days, or immediately in
serious cases), either through the service provider or the organizer, once the customer
accepts the proposed solution.
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Standard Reimbursement: Any minimum reimbursement should be based on what's
contractually agreed upon.

Take Written Notes: At the customer's request, document the existing
condition/defects in three copies: one for the customer, one for the organizer, and one
for yourself. NEVER confirm or sign acknowledgments that contain accusations,
conclusions, suggested solutions, expressions of opinion, or legal evaluations. Always
sign simply as "Taken notice of."

Follow Up & Document:

Follow up on any promises made or complaint resolutions offered to the customer.

Complaints Report (if unresolved on-site): If a complaint cannot be resolved during the

tour:

o Preserve and document evidence (e.g., photos, witness testimony). Take neutral
witnesses with you if possible.

o Create a complaints report. Do not sign the report with a confirming signature;
simply sign with "Taken notice of."

o Immediately inform the organizer.

Keep Record: Maintain a personal complaints record (with copies) of "official"
complaints and your notes. This ensures any subsequent statements you need to make
can be processed efficiently.

Emergencies in Visitor Guiding

From a visitor guiding perspective, an emergency is defined as:

An unexpected, serious, or critical event or situation that arises during a tour or related activity,
which poses an immediate threat to the safety, health, well-being, or security of guests, the
guide, or other personnel, and/or significantly disrupts the planned operation of the tour,
thereby requiring immediate, decisive, and often pre-defined action.

Key characteristics of an emergency in visitor guiding include:

Unexpected Nature: It's an unplanned occurrence that deviates sharply from the

normal course of events.

Imminent Threat: It presents a direct and urgent danger (physical, psychological,
financial, or reputational).
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¢ Requires Immediate Action: There is no time for prolonged deliberation; prompt
response is essential to mitigate harm or negative impact.

o Potential for Significant Disruption: It can force a change in itinerary, require
evacuation, or even lead to the cancellation of the tour.

o Beyond Normal Operations: It surpasses routine complaints or minor inconveniences
and necessitates specific, often specialized, protocols.

e Varying Scale: Emergencies can range from isolated individual incidents (e.g., a guest's
serious injury) to large-scale events affecting the entire group or region (e.g., natural
disaster, political unrest).

Examples of Emergencies in Visitor Guiding:

e Health/Medical: Severe illness (e.g., heart attack, stroke, acute allergic reaction),
serious injury (e.g., fall, accident), epidemic outbreaks.

o Safety/Security: Theft, assault, lost or missing guest, political unrest, civil disturbance,
terrorism, active shooter.

e Logistical/Operational: Vehicle breakdown in a remote area, road closures, critical
infrastructure failure (e.g., hotel fire), unannounced attraction closures that cannot be
re-routed.

e Environmental/Natural Disasters: Extreme weather conditions (e.g., flash flood, severe
storm, heatwave), earthquakes, wildfires, volcanic activity.

e Psychological/Social: Escalation of group conflict, severe emotional distress of a guest,
death of a passenger.

In essence, an emergency from a visitor guiding perspective demands the guide to shift from
their primary role of leading and informing to becoming a first responder, problem-solver, and
crisis manager, prioritizing the safety and well-being of their group above all else.

Lesson 1: How to Deal with Emergencies in Visitor Guiding

Accidents, vehicle breakdowns, or the theft/loss of possessions and travel documents are highly
stressful situations that can quickly escalate into emergencies on a tour. As visitor guides,
you're expected to handle these challenges professionally and calmly to ensure the safety and
well-being of your guests and the smooth continuation of the tour.

Theft or Loss of Possessions

When a guest reports stolen or lost items, here's how to manage the situation:
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Gather Details: Record precisely what item(s) were stolen or lost, along with the
approximate time and location of the incident.

Assess Value: Determine the approximate value of the missing objects (e.g., money,
jewelry).

Consider Police Report: While your guest may be emotional, in most cases, involving
local authorities for minor theft of possessions (especially money or jewelry without
unique identifiers) might not be practical. The time required for police procedures is
often disproportionate to the likelihood of recovery. Discuss this reality calmly with the
guest.

Maintain Tour Flow: Ensure the day's program or itinerary is not interrupted for the rest
of the group. The needs of the majority must be balanced with supporting the
individual.

Lost or Stolen Travel Documents

The loss or theft of an ID, passport, or visa is a critical emergency, as it's impossible to leave

most countries without valid documentation. Immediate action is required:

Report to Police: Lost or stolen IDs, passports, or visas must be reported to the police
immediately.

Inform Diplomatic Mission: The consulate or diplomatic representation (embassy)
responsible for issuing the document must be informed at once.

Contact Tour Organizer: Immediately notify your agency or tour operator.

Leverage Travel Insurance: Discuss the situation with the guest, as travel insurance
often provides support for such emergencies.

Maintain Liaison: Continue to cooperate with the diplomatic mission until a temporary
travel document has been issued, allowing the guest to continue their journey or return
home.

Traffic Accident

If the coach or tour vehicle is involved in a traffic accident, follow these emergency procedures

in order:

Determine Exact Location: Pinpoint your precise location immediately.
Assess Casualties: Quickly determine if there are any injured or deceased individuals.

Seek Medical Assistance within Group: Ask if there is a doctor or certified first-aider
within the group who can provide immediate assistance.
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¢ Call Police: Contact the police immediately. They will arrange for an ambulance if
necessary.

e Coordinate with Driver: Discuss and coordinate the next steps with the coach driver.
e Inform Tour Organizer: Notify your agency or tour operator promptly.

o Document and Photograph: Record the accident details and take pictures as evidence
for later reporting.

Coach Breakdown

A coach breakdown requires swift action to minimize disruption and ensure guest comfort and
safety:

¢ Determine Location: Identify your exact location.

o Coordinate with Driver: Discuss next steps with the coach driver. Can the coach be fixed
on-site? Can the coach company provide a replacement vehicle quickly?

e Communicate to Guests (Short Delay): If the coach can be fixed quickly, communicate
this information and the estimated timeframe to your guests. If possible and safe,
suggest guests leave the coach to go inside a nearby service station. Otherwise, for
safety reasons, advise them to stay inside the coach.

¢ Inform Tour Organizer: Contact your organizer immediately to report the breakdown
and any potential delays.

¢ Notify Attractions: Contact scheduled attraction providers to inform them of your late
arrival for entrances.

e Re-book if Necessary: If the delay means you'll miss scheduled attractions, contact the
organizer to discuss possible re-booking or alternative arrangements.

e Await Replacement (if unfixable): If the coach cannot be fixed, await the arrival of a
replacement vehicle.

e Document Everything: Meticulously record all communications and timings during the
recovery period, including possible outcomes like replacement coaches, delays, missed
entrances, or missed meals.

¢ Arrange Alternatives: Work with the organizer to arrange suitable replacements or
alternatives for any missed entrances, meals, or other services.

Case Study: Carlos's Stolen Wallet

Scenario: You're leading a group to an archaeological site with a ferry connection. During lunch,
Carlos approaches you distressed.
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Carlos: "Oh no, something terrible just happened to me. My wallet got stolen. All my money...
just gone!"

You: "Okay, Carlos. Please calm down. Are you sure the wallet is missing?"
Carlos: "Yes, | am sure. | have now searched everything and my wallet is gone."

You: "All right, Carlos. We need to act quickly, but also keep the group on schedule for the
ferry. You can file the report now, but you won't be able to join us at the archaeological site.
You'll rejoin the group later at the hotel."

Carlos: "Okay, that's how we'll do it!"

Carlos proceeded to file a police report while the tour group continued their visit to the
archaeological site. He successfully rejoined the group later at the hotel.

This example illustrates the critical balance a guide must strike: supporting the individual in an
emergency while ensuring the tour continues for the entire group.

Lesson 2: Crisis Management in Visitor Guiding

A crisis is a time of extreme difficulty or danger, often demanding swift and challenging
decisions. These can range from health threats (like a global pandemic) to natural disasters,
political unrest, or even terrorist attacks. During these most severe emergency situations,
visitor guides must act promptly, professionally, and successfully to manage the crisis. Here are
the recommended steps to take.

Throughout any crisis, the guide must remain calm and organized, communicating with all
stakeholders in a concise and factual manner.

The Evolving Landscape of Global Crises

The modern world faces continuous challenges from natural disasters, terrorism, and conflicts,
making safety a paramount concern in the tourism industry. Recent years have tragically
demonstrated how these events and crises significantly impact tourism, often endangering far
more people than the direct victim count suggests. Few countries remain entirely exempt from
such threats.

For example, a regional conflict, while not directly involving tourists, can lead to widespread
travel advisories, flight cancellations, and a dramatic drop in visitor numbers for an entire
country or even a broader geographical area. Similarly, an unexpected natural disaster, even if
localized, can paralyze infrastructure and cause widespread panic among travelers.

Safety Measures and Early Warning Systems in Tourism
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Tourists may often be unaware or uninformed about current dangers and risks, or they may be

unfamiliar with foreign customs and cultures. Recognizing this, tour operators and organizers

have implemented robust safety measures to fulfill their legal obligations of keeping their

customers safe. These measures typically range from sophisticated early warning systems to

detailed emergency protocols, which can differ from one organizer to another.

Early Warning Systems: Staying Ahead of Threats

Most reputable tour operators utilize modern early warning systems to monitor global events

that could impact their tours. Examples of such systems include:

A3M Global Monitoring: A comprehensive information and communication system for
travel management, used by major tour groups like TUI, that provides real-time alerts.

Risk Compass: Another advanced system designed to help assess and manage travel
risks.

Components of Effective Early Warning Systems:

1.

Information Gathering: This core monitoring system operates 24/7, continuously
updated with current political and meteorological news, as well as health information
from around 200 international sources. It also tracks potential disruptions like strikes
and large demonstrations.

Analysis: An expert team evaluates all incoming information. Relevant insights are then
displayed on a world map using different colored symbols to visually represent varying
risk levels.

Communication: Tour operators receive numerous reports daily, ranging from bomb
attacks to severe weather warnings or taxi strikes. To avoid "information overkill," each
customer (and guide) receives only the messages that directly affect their specific tour
or destination.

Proactive Measures for Visitor Guides:

As a visitor guide, you are on the front lines. You must actively work to avoid critical situations

by utilizing modern communication tools and taking preventive measures:

Follow Long-Term Warnings: Adhere to travel region warnings issued by your country's
national disaster/emergency ministry.

Consult with Organizer: Maintain close communication with your tour organizer and
strictly comply with their established procedures and guidelines.

Prepare a Risk Assessment: Conduct a thorough risk assessment for each tour,
identifying potential hazards specific to the itinerary and demographics of your group.

168



o Comply with Authorities: Always follow instructions from local authorities to keep any
risk as low as possible.

o Take Weather Forecasts Seriously: Pay close attention to extreme weather forecasts
and adjust plans accordingly.

e Avoid/Abort Crisis Areas: Avoid traveling to areas experiencing a crisis. If you
unexpectedly find your group in such an area, immediately abort the travel.

Addressing Specific Crisis Scenarios (Revisited and Enriched)
1. Missing Participant or Immediate Danger

Safeguarding customers is paramount. A participant might go missing for various reasons, such
as a misunderstanding of meeting times or deciding to explore independently without
informing the guide. However, missing vulnerable customers could be at serious risk.

What would you do if a participant is missing?

1. Step 1: Make Immediate Contact: Try reaching them by mobile phone or a friend's
phone (exchanging numbers at the start of the tour is highly advisable).

2. Step 2: Revisit Last Known Location: Go back to the last place of contact or wait at the
last agreed meeting point.

3. Step 3: Involve Authorities if No Contact: If you cannot establish contact, immediately
notify the police and inform your tour organizer.

2. Participant as a Victim of a Criminal Incident
Depending on the severity of the incident, a customer may require immediate help:
¢ Notify the police and a doctor (if injured) without delay.

o Record all details: What happened, the exact time and location of the incident, any
possessions stolen, and whether the person is injured.

e If the guest needs to be hospitalized, protect their belongings and identify/instruct any
accompanying friend or relative.

¢ Inform your tour organizer and discuss the next steps and instructions.
3. Death of a Passenger

The death of a customer on a tour is a profound emergency that requires a sensitive, step-by-
step approach:

1. Step 1: Get Immediate Help: Notify the police and a doctor immediately.
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2. Step 2: Secure Personal Papers: Collect the deceased's personal papers in the presence
of a witness to ensure transparency and accountability.

3. Step 3: Inform Organizer: Inform your tour organizer immediately with all relevant
details (name, participant number, services booked by the deceased, time and
preliminary cause of death, personal data) and await their further instructions.

4. Step 4: Notify Embassy/Diplomatic Mission: The organizer will typically handle this, but
be aware that the embassy or responsible diplomatic mission will need to be notified.
Official documents (death certificates, police reports, export permits for the corpse) will
need to be translated into certified translations.

Important Considerations:

e Do not contact the deceased's relatives independently; always coordinate with the
tour organizer first.

e Recognize that a death will profoundly impact the other participants and the tour
itinerary. Be prepared to address their needs and adjust plans accordingly.

Responding to Unforeseen Large-Scale Crises

If unexpected natural disasters suddenly occur, or if the group encounters armed conflicts or a
terrorist attack, the integrity and safety of all involved have the highest priority. In such
extreme circumstances, you must immediately follow the crisis procedures outlined by your
organizer.

Preparing for the Unforeseen

Crises present immense challenges for us as visitor guides. We not only have extensive
organizational tasks but also must respond to the emotional needs of participants, all while
managing our own well-being. Every crisis is unique, yet we can significantly improve our
preparedness by mentally rehearsing different scenarios.

e Practice Crisis Scenarios: Role-play various crisis situations with a friend or colleague,
following all recommended steps in the correct order. While no amount of practice can
fully prepare you emotionally for a guest's death on tour, rehearsing emergency
procedures will help you act effectively when under immense stress.

o Develop Coping Mechanisms: Research relaxation and breathing techniques that can
help you manage severe stress. Practice these techniques regularly with a friend,
relative, or colleague.

Activities for Enhanced Preparation

To further strengthen your crisis management skills, complete these tasks:
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¢ Analyze National Legislation: Research the national legislation for disaster and
emergency management in your country (usually available on your government's
website). Prepare a list of main actions, including designated evacuation points, key
emergency stakeholders, and essential services (e.g., hospitals, armed forces) in your
region.

o Research Organizational Procedures: Research your organization's specific emergency
procedures. Create a step-by-step protocol for yourself to follow in case of a crisis.

o Compare Guidelines: Compare your organization's emergency procedures with the
national emergency guidelines of your country. Identify any gaps in emergency provision
or areas where coordination might be challenging.

You have successfully completed this important learning unit on crisis management in visitor
guiding. | look forward to seeing you again in the next learning unit.

MODULE 10: Culture Guiding & Heritage
Interpretation

This course will help both current and aspiring visitor guides delve into the importance and
core principles of cultural heritage interpretation. You'll gain a deep understanding of various
forms of cultural heritage, from tangible heritage like archaeological sites, religious buildings,
and urban landscapes, to intangible cultural heritage such as performance arts and traditional
crafts.

Who is this course for?

This course is designed primarily for visitor guides and prospective visitor guides, but it's also
open to anyone with an interest in cultural heritage and its interpretation.

What will you learn?

e You'll get an overview of the importance and principles of cultural heritage
interpretation.

e You'll understand the difference between tangible and intangible cultural heritage.

e You'll learn about the diverse objects of cultural heritage interpretation.

Lesson 1: Introduction to Cultural Heritage Interpretation

171



It's great to have you back for the seventh unit of our visitor guiding course! Today, we're diving
into two incredibly important topics that are central to many guided experiences: culture
guiding and heritage interpretation.

For me, interpreting a country's cultural heritage is often a highlight for my guests, even if it
can be challenging for me as a guide. Of course, the experience always depends on the guests
themselves.

However, when we've done our homework—meaning our preparation work—sharing this kind
of information can be a fantastic way to engage guests and truly welcome them to the host
country by immersing them in its rich history and culture. There are so many different tools
available for heritage interpretation that choosing the right one can sometimes feel
overwhelming. We'll explore these tools and discuss the fundamental ideas and principles
behind interpreting cultural heritage effectively.

I'm genuinely excited to share this unit with you, as this topic is very important to me
personally. So, let's get started!

Lesson 2: Understanding Cultural Heritage Interpretation

What is Cultural Heritage?

Heritage is a sweeping concept that includes both our natural and cultural surroundings. It
covers everything from vast landscapes, historic sites, and built environments to the richness of
biodiversity, museum collections, and ongoing cultural practices, knowledge, and lived
experiences. Heritage chronicles and expresses the long journey of human development,
forming the very essence of diverse national, regional, indigenous, and local identities. It's not
just about the past; it's a dynamic reference point and a positive force for growth and change in
modern life.

Cultural Heritage, more specifically, represents the ways of living developed by a community
and passed down through generations. This includes customs, practices, places, objects,
artistic expressions, and values. Cultural heritage is commonly categorized as either Intangible
(like oral traditions, performing arts, social practices, rituals, festive events, knowledge and
practices concerning nature and the universe, and traditional craftsmanship) or Tangible
(physical artifacts such as buildings, monuments, books, artwork, and archaeological sites).

Because cultural heritage is often fragile and irreplaceable, it requires dedicated protection and
safeguarding. This inherent vulnerability underscores why specialized training in this area is
absolutely essential for visitor guides.

Why is Cultural Heritage Interpretation Important?
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Cultural heritage interpretation is a crucial part of preserving and managing these invaluable
sites. The ICOMOS Charter for the Interpretation and Presentation of Cultural Heritage Sites

outlines seven core principles that highlight its significance:

1.

Facilitate Understanding and Appreciation: The goal is to help visitors understand and
appreciate cultural heritage sites, while also raising public awareness and encouraging
engagement in their protection and conservation.

Communicate Meaning: Interpretation should convey the significance of cultural
heritage sites to diverse audiences. This relies on careful, documented recognition of
their importance, using accepted scientific and scholarly methods, and drawing from
living cultural traditions.

Safeguard Values: Interpretation must protect both the tangible and intangible values
of heritage sites within their natural and cultural settings and social contexts.

Respect Authenticity: It's vital to respect the authenticity of cultural heritage sites by
clearly communicating the significance of their historic fabric and cultural values. This
also means protecting them from harmful interpretive infrastructure, visitor pressure,
and inaccurate or inappropriate interpretation.

Contribute to Sustainable Conservation: Interpretation supports the sustainable
conservation of sites by promoting public understanding of and participation in ongoing
conservation efforts. It also ensures the long-term maintenance of interpretive
infrastructure and regular review of its content.

Encourage Inclusiveness: Interpretation should foster inclusiveness by facilitating the
involvement of stakeholders and associated communities in developing and
implementing interpretive programs.

Develop Guidelines: It's important to create technical and professional guidelines for
heritage interpretation and presentation, covering technologies, research, and training.
These guidelines must be appropriate and sustainable within their social contexts.

Insights from a UNESCO Expert: Peter Debrine

Peter Debrine, a project manager at UNESCO and an expert in cultural heritage interpretation,

sheds further light on this topic:

On the Essence of Cultural Heritage Interpretation: Debrine explains that while we often

associate cultural heritage with preserving old buildings and artifacts, it's far more expansive. It

includes "our songs, our dances, our music, our food that really shape us into who we are." He

emphasizes that interpreting these traditional practices makes tourism "more meaningful and

more rich."

173



He points to the World Heritage Convention, specifically Article Four, which focuses on the
identification, protection, conservation, presentation, and transmission of cultural heritage. It's
in the "presentation and transmission" where interpretation plays its key role. Article Five
stresses the importance of communities adopting policies to give cultural and natural heritage a
meaningful function in their daily lives. Cultural heritage interpretation is crucial here, as it
"facilitates an understanding and appreciation of cultural heritage, again enriching the visitor
experience and making the communities more resilient."

On Sustainable Tourism Post-Crisis: Debrine believes that cultural heritage interpretation, by
fostering more meaningful experiences, can lead to greater understanding and mindfulness
among both visitors and local communities. By encouraging heritage interpretation, we can
"reshape tourism success at a destination and a visitor level," leading to more resilience within
communities and fostering different approaches for sustainable tourism.

On Shaping Our Common Future: Interpretation "adds meaning to experiences, whether this
comes from feelings or thoughts or emotions," and how we interpret heritage is "critical for the
way we shape our common future." Debrine highlights the significant potential in increasing the
capacity of local communities to participate in tourism planning and management. This
widespread community involvement helps raise awareness across borders. When built on
cultural and social principles, tourism becomes a source of innovation, creativity, and job
creation, which is then reflected in the development of tourism products and services —a
fundamental aspect of cultural heritage interpretation. By engaging and empowering people to
interpret on their own, "we can offer paths to a deeper meaning and stimulate participation
and promote stewardship for all heritage."

The Aim of Cultural Heritage Interpretation

Cultural heritage interpretation is not merely about transmitting information. Its deeper aim is
to provoke interest and stimulate learning about historical, natural, and cultural resources,
objects, and places, helping people understand their origins and relationships. To be truly
effective, it must cultivate a "sense of identity" within a community.

The Role of the Visitor Guide as an Interpreter

Professional visitor guides identify and consider various objects of cultural heritage
interpretation in their guiding practice. They confidently apply principles and tools of
interpretation, aiming to foster a sense of belonging among citizens and contribute to their
identity. Their ultimate goal is to protect and conserve the cultural heritage and sites of their
country.

The crucial role of the visitor guide as an interpreter is to:

¢ Connect people with the land: This includes historical, natural, and cultural places or
objects.
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¢ Create stimulating experiences: Design experiences that encourage learning,
understanding, and a deeper appreciation of places.

¢ Provoke resonance and participation: Engage the audience emotionally and encourage
their active involvement.

o Develop a "sense of identity": Help foster a shared sense of identity within a
community linked to the heritage.

o Raise awareness and foster preservation: Promote understanding and encourage the
long-term safeguarding of cultural heritage.

Lesson 3: Principles and Tools of Cultural Heritage Interpretation

Understanding and applying core principles is key to effective cultural heritage interpretation.
The Ename Charter, adopted by the International Council on Monuments and Sites (ICOMOS),
provides a vital checklist for planning and preparing interpretation, encouraging a more critical
approach to how we share heritage.

The Seven Principles of Cultural Heritage Interpretation (The Ename Charter)

1. Access and Understanding: Interpretation should make cultural heritage sites physically
and intellectually accessible to the public.

2. Information Sources: Interpretation must be based on solid evidence, gathered through
accepted scientific and scholarly methods, as well as from authentic living cultural
traditions.

3. Context and Setting: The interpretation of heritage sites should always relate to their
broader social, cultural, historical, and natural contexts and surroundings.

4. Authenticity: Interpretation must uphold the fundamental principles of authenticity,
ensuring that the presentation accurately reflects the site's true historical fabric and
cultural values.

5. Sustainability: The interpretive plan for a heritage site must be mindful of its natural
and cultural environment, with social, financial, and environmental sustainability as
central objectives.

6. Inclusiveness: Interpretation should result from meaningful collaboration between
heritage professionals, host and associated communities, and other relevant
stakeholders.

7. Research, Training, and Evaluation: Continuous research, ongoing training, and regular
evaluation are essential for effective cultural heritage interpretation.

Applying These Principles in Visitor Guiding
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As visitor guides, you can and should actively apply these principles in your practice:

Help: Guide guests to understand and appreciate cultural heritage sites, raising their
awareness and engagement for the sites' protection and conservation.

Communicate: Clearly convey the meaning of cultural heritage sites to guests. Base your
information on accepted scientific and scholarly methods, and incorporate insights from
living cultural traditions, always acknowledging the site's significance.

Safeguard: Protect the tangible and intangible values of cultural heritage sites within
their natural, cultural, and social contexts.

Create Respect: Foster respect for the authenticity of heritage sites by communicating
the significance of their historic and cultural values. Provide accurate and appropriate
interpretation, and help protect sites from intrusive interpretive structures and
excessive visitor pressure.

Contribute: Play a part in the sustainable conservation of cultural heritage sites.
Promote guests' understanding of ongoing conservation efforts, advocate for the long-
term maintenance of interpretive infrastructure, and regularly review interpretive
content for accuracy and relevance.

Encourage Inclusiveness: Promote inclusiveness in heritage interpretation by facilitating
the involvement of local stakeholders and associated communities in interpretive
programs.

Develop: Strive to develop and adhere to technical and professional guidelines for
heritage interpretation and presentation, including the use of technologies, research
methods, and training. Ensure these guidelines are appropriate and sustainable within
their social contexts.

Preparing with the Principles in Mind

To prepare for your guided tours in relation to these seven principles, consider these tasks:

In your own words, describe what cultural heritage interpretation is.
Describe all seven principles of cultural heritage interpretation.

Focusing on Principle 7, "Research, Training and Evaluation": Identify professional
development and training opportunities for interpretation practice available in your
region (e.g., Kampala, Central Region, Uganda). Then, describe how you would share
good interpretation practices within your local guiding community.

Tools for Heritage Interpretation

Once you've decided on the story you want to tell—whether it's about a specific object, a

historical event, a natural resource, a cultural place, or an intangible element—you can choose
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from a variety of tools and interpretive media. These generally fall into two categories:
personal and non-personal methods.

Personal Tools and Methods

These involve direct, face-to-face interaction and are highly effective for creating emotional
connections:

e Personalized Interpretation: Consists of direct, face-to-face guiding.

 Emotional Connection: Helps visitors connect emotionally with a resource, provoking
feelings like pride, empathy, or even anger, sadness, or frustration.

o Activities: Includes guided tours, factory tours, craft demonstrations, storytelling, first-
person interpretation (where the guide assumes a historical character), re-enactments,
participatory learning, and performing arts.

Non-Personal Tools and Methods
These methods use informative materials and technology to convey meaning:
o Informative Material: Use of signs, trails, brochures, and displays.
e Printed Materials: Brochures, leaflets, printed images, and maps.
o Interpretive Displays: Exhibits, panels, and static information boards.
e Multimedia:
o Audio-Visual: Slide shows, films, videos.
o Computer-Based: Interactive sites, kiosks.
o Roving: Handheld audio or video tours on CDs, DVDs, or podcasts.
o Visitor-Controlled: Podcasts, mobile phone delivery systems.

o Web-Based Interpretation: Websites can be valuable interpretation tools, offering pre-
and post-visit information.

Choosing Interpretive Media

Determining the right tools in advance is crucial for a successful guided tour. To help you
prepare, here are two tasks:

¢ Describe the advantages and disadvantages of both personal and non-personal
methods of cultural heritage interpretation.

e Choose a specific object or site for cultural heritage interpretation in your region (e.g.,
a specific artifact at the Uganda Museum, a section of Kasubi Tombs, a traditional craft
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workshop in Kampala). Identify and describe the personal and non-personal tools you
would utilize to interpret this chosen object or site to your guests.

Objects of Cultural Heritage Interpretation

In the context of Visitor Guiding and Cultural Heritage Interpretation, the "Objects of Cultural
Heritage Interpretation” refer to the diverse array of elements, both tangible and intangible,
that serve as the focal point or subject matter for conveying meaning, stories, and significance
to an audience.

These "objects" are the resources, places, practices, or artifacts that a guide interprets to
facilitate understanding, appreciation, and engagement with a particular culture, history, or
natural environment.

Lesson 1: Types of Cultural Heritage

Tangible and Intangible Cultural Heritage

Cultural heritage is much broader than just monuments and collections; it also encompasses
the vibrant traditions and living expressions inherited from our ancestors and passed down
through generations. It's our legacy from the past, what we live with today, and what we pass
on to future generations.

Tangible Cultural Heritage

Tangible cultural heritage refers to aspects of heritage that are physical, real, have a
perceivable form, and can be seen or touched. They often have a measurable value and are
comprehensible to the mind.

Examples include:

¢ Built Environments: Historic buildings, iconic monuments, architectural structures, and
urban heritage sites. In Uganda, this includes specific historical houses in Kampala,
religious buildings like Namirembe Cathedral, or even archaeological sites like the Nyero
Rock Paintings.

e Archaeological Sites: Remains of past human activity, such as early Iron Age sites found
across Uganda.

¢ Collections: Artifacts, artworks, historical documents, and objects preserved in
museums, archives, or galleries, like the diverse items at the Uganda Museum.

¢ Cultural Landscapes: Areas that have been shaped by the ongoing interaction between
people and nature over time, such as traditional agricultural terraces or sacred groves.
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Intangible Cultural Heritage

Intangible cultural heritage, often referred to as "living heritage," is fragile but incredibly

important for maintaining cultural diversity in an increasingly globalized world. Understanding

the intangible heritage of different communities fosters intercultural dialogue and encourages

mutual respect for diverse ways of life. Its significance lies not just in the cultural manifestation

itself, but in the rich knowledge and skills passed down from one generation to the next.

Examples include:

Oral Traditions and Expressions: Stories, myths, legends, poetry, and proverbs (e.g., the
rich Buganda oral histories and traditional folk tales).

Performing Arts: Music, dance, and theatre forms (e.g., vibrant traditional Kiganda
dance, captivating drumming performances, or other regional Ugandan dances).

Social Practices, Rituals, and Festive Events: Ceremonies, celebrations, and social
customs (e.g., traditional Baganda weddings, annual cultural festivals).

Knowledge and Practices Concerning Nature and the Universe: Traditional ecological
knowledge, indigenous healing practices, and farming techniques passed down orally.

Traditional Craftsmanship: The inherited skills and knowledge required to produce
specific traditional crafts (e.g., bark cloth making, intricate basket weaving, traditional
pottery).

The Role of UNESCO in Heritage Protection

UNESCO stands for the United Nations Educational, Scientific and Cultural Organization. Its
core mission is to foster peace through international cooperation in Education, the Sciences,

and Culture. UNESCO's cultural conventions aim to protect and safeguard the world’s cultural

and natural heritage, encompassing ancient archaeological sites, intangible and underwater

heritage, museum collections, oral traditions, and many other forms of heritage.

1972 World Heritage Convention: This is a landmark global conservation legal
instrument that uniquely combines the protection of both cultural and natural heritage,
promoting dialogue between peoples. Adopted by UNESCO in 1972, it is the only
international treaty dedicated to both. It operates on the principle that some cultural
and natural sites are of such universal importance that their significance transcends
national boundaries and holds inestimable worth for all of humankind. To be listed as a
World Heritage Site, a location must demonstrate "outstanding universal value."

2003 Convention for the Safeguarding of the Intangible Cultural Heritage: This
convention, adopted in 2003, focuses specifically on safeguarding intangible cultural
heritage. It aligns with international human rights agreements and emphasizes mutual
respect among communities and sustainable development. It was the first international
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treaty to establish a legal, administrative, and financial framework specifically for the
safeguarding of this living heritage.

Your Role in Promoting Cultural Heritage

As visitor guides, you play a crucial role in promoting the safeguarding of cultural heritage,
fostering cultural diversity, and encouraging intercultural dialogue.

Let's explore this in the context of Uganda:

e Name and describe three (3) tangible and three (3) intangible cultural heritage
elements from Uganda. For example, for tangible, you might consider the Kasubi Tombs
(a World Heritage Site), the Uganda Museum, or historical buildings in Old Kampala. For
intangible, think about traditional music (e.g., Endere flute music), specific dance forms
(e.g., Bakisimba dance), or the art of barkcloth making.

e Name any UNESCO World Cultural Heritage Sites located in Uganda or in neighboring
countries if you are familiar with them.

Lesson 2: Interpreting Cultural Heritage in the Ugandan Context

As a visitor guide in Uganda, you will encounter a rich tapestry of cultural heritage forms, each
demanding a thoughtful and nuanced approach to interpretation. Understanding these diverse
categories, from the sprawling landscapes shaped by communities to the distinct architectural
styles left by colonial eras, is fundamental to crafting rich, engaging, and responsible
experiences for your guests.

Cultural Landscapes in Uganda

UNESCO defines cultural landscapes as unique "combined works of nature and of man." These
are living testaments to the evolution of human societies and settlements over time,
showcasing humanity's creative genius, social development, and imaginative and spiritual
vitality.

In Uganda, you can interpret cultural landscapes by highlighting:

¢ Traditional Land Use: How communities have sustainably farmed and managed land for
centuries, like the terraced hills of Kigezi, which reflect ingenious agricultural practices
that sustain biodiversity and food security.

e Spiritual Connections: The exceptional spiritual bond between certain communities and
natural sites, such as the sacred forests or specific hills and rivers in various parts of
Uganda that hold deep cultural and spiritual significance for local indigenous groups.
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¢ Pastoralist Landscapes: The vast cattle corridors and traditional grazing lands in regions
like Karamoja, which are not just natural environments but culturally shaped landscapes
reflecting unique pastoralist lifestyles, knowledge, and social structures.

When interpreting these, guides must emphasize the intricate interplay between human
activity, traditional knowledge, and the natural environment that defines these unique
Ugandan landscapes.

Colonial Heritage in Uganda: Navigating Complex Histories

Colonial heritage sites in Uganda, while often significant tourism drawcards, demand particular
sensitivity and education in their interpretation. Many structures from the British colonial era
remain, and while they represent a part of Uganda's history, their interpretation requires a
balanced and critical perspective.

Globally, institutions are actively addressing the complexities of decolonization, including:

o Street names and statues that might glorify figures associated with colonial exploitation
or violence. For example, discussions around the naming of streets or public
monuments in Kampala.

¢ Objects in museums that might have been acquired during the colonial period without
consent from their original owners. The Uganda Museum, for instance, houses
collections with complex histories.

As guides in Uganda, it is crucial to educate guests about these complexities and sensitivities
surrounding the colonial heritage you interpret. Avoid inaccurate or overly simplistic
interpretations. Instead, approach the topic in a balanced manner, acknowledging the
multifaceted impacts of colonialism (both the infrastructure built and the socio-economic and
political changes imposed). Encourage guests to engage in critical reflection and promote
awareness and intercultural dialogue about this crucial period in Uganda's history.

Architectural Features of Colonial Heritage in Uganda

Uganda's colonial architecture primarily reflects British styles, adapted to local materials and
the Ugandan climate. You'll find a blend of functional and administrative buildings, as well as
residences that reflect the colonial administration's influence.

o East Africa (Uganda's Context): The 19th and early 20th-century architectural styles of
the British Empire are evident. Many administrative buildings, railways, and early
educational or religious institutions were constructed. These often utilized local
materials like brick, timber, and sometimes stone, adapting European designs for
tropical conditions. Features might include wide verandahs, high ceilings, and shaded
areas to combat the heat, often seen in residential homes and government offices.

¢ Examples within Uganda:

181



o Old Kampala Mosque (Gaddafi Mosque): While its current prominent structure
was built much later, the original mosque on Old Kampala Hill has historical ties
to early Arab and later colonial interactions, marking a significant religious and
historical point. The surrounding Old Kampala area itself has layers of colonial
history in its urban planning and older structures.

o Makerere University: Many of the older, iconic buildings within Makerere
University's main campus, such as the Main Building (lvory Tower) and various
faculty blocks, showcase classic colonial architectural styles with grand facades,
arches, and structured layouts reflecting British institutional design principles.

o Parliament of Uganda Building: The original parliamentary building and
surrounding administrative structures in central Kampala exhibit a distinct British
colonial architectural influence, designed for governance during that era.

o Entebbe State House: While continually renovated, the historical roots of the
State House in Entebbe trace back to colonial residences, reflecting the
administrative center of the protectorate.

When interpreting these colonial heritage sites, emphasize authenticity and foster critical
thinking. Ensure your narrative is balanced, respectful of all perspectives, and contributes to a
deeper understanding of Uganda's complex past and its present identity.

Your Task: Exploring Colonial Architecture in Uganda

Guests are often deeply interested in local colonial heritage and architecture. To help you
prepare for discussing these sites, here's an exercise:

o Name three (3) specific examples of colonial architecture from Uganda. For each
example, write a short commentary highlighting its architectural style, its historical
significance within the colonial context, and any particular aspects that make it
noteworthy for interpretation. Consider how you might discuss its dual legacy —as a
product of colonial power and as a part of Uganda's unfolding history.

Lesson 3: Urban Heritage and Tourism in Uganda

Cities, the vibrant hubs where over half the world's population now resides, are crucial engines
for economic development and social cohesion. According to the UNWTO, urban tourism plays
a vital role in the socio-economic growth of many cities and their surrounding rural areas. It
significantly contributes to innovation and the conservation and promotion of both natural and
cultural resources. Globally, over 300 cities are recognized on the World Heritage List for their
outstanding urban heritage.

Understanding Urban Heritage
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According to UNESCO, urban heritage encompasses both its tangible (buildings, sites) and
intangible (traditions, practices) components. This rich heritage is a key asset for enhancing the
livability of urban areas, fostering economic development, and strengthening social cohesion in
our ever-changing global environment.

Popular Types of Urban Tourism Destinations (with Ugandan Context)

While specific classifications like "Ancient Roman City" might not directly apply, the underlying
characteristics of urban development can be observed in Ugandan cities.

¢ Ancient City (Ugandan Context): While not Roman, older settlements in Uganda often
centered around strategic points like hills (e.g., Kampala's original seven hills), trading
routes, or royal compounds. Their "layout" might be organic, growing from a central
power point (like a palace or chief's residence) rather than a grid.

o Features: Early markets, gathering places, fortifications (e.g., historical
earthworks in some areas), and systems for water management (e.g., traditional
wells or springs). The evolution often reflects tribal settlements, trade networks,
and eventually, colonial influence.

e Coastal Cities (Ugandan Context - Lakeside/Riverside): While Uganda is landlocked, its
cities on major lakes and rivers share characteristics with coastal cities, acting as trading
hubs and gateways.

o Types:

= Built on Hills: Cities like Kampala, sprawling across hillsides, reflect
growth dictated by terrain. Older, denser, perhaps lower-income areas
might be closer to historical transport hubs, with more spacious or
modern developments on higher ground.

= Riverside/Lakeside Hubs: Towns like Jinja (on Lake Victoria and the Nile)
or Port Bell developed as trading centers where goods could be directly
loaded from ships or boats. These often have dense, historic commercial
areas near the water, expanding outwards.

o Commonality: Many Ugandan lakeside/riverside towns historically focused on
trade and connections to other regions via water bodies, fostering an openness
to new ideas and goods.

e Residential Cities (Ugandan Context - Historical Royal/Administrative Centers): In
Uganda, the equivalent might be historical royal capitals or significant administrative
centers where the focus was on the king's court or regional governance.

o Features: These would revolve around a palace or royal compound (like the
Kabaka's Palace in Mengo, Kampala, or the Kasubi Royal Tombs —a UNESCO
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World Heritage Site), alongside structures for chiefs, court officials, traditional
institutions, and perhaps historical religious buildings associated with royalty.
These would have been distinct from purely commercial centers.

Capital Cities (Ugandan Context - Kampala):

o Kampala, as the capital of Uganda, embodies these characteristics. It is the
largest city and serves as the spiritual and cultural center of the nation.

o Distinguishing Features:

= Political Power and Task: It houses the Parliament, State House,
ministries, and diplomatic missions.

» Special Position: Kampala holds significant population, economic power,
and intellectual production, standing in contrast to other urban centers
across the country.

UNESCO Creative Cities (Ugandan Context)

Urban areas are recognized globally as hubs for culture and creativity, driving sustainable

development and urban regeneration. The UNESCO Creative Cities Network (UCCN),

established in 2004, promotes cooperation among cities leveraging creativity for strategic

urban development. Over 200 cities globally in this network commit to placing creativity and

cultural industries at the heart of their local development plans and collaborating

internationally.

Creative City Themes relevant to Uganda could include:

Crafts and Folk Art: Ugandan artistry in basket weaving, pottery, bark cloth, and various
traditional crafts.

Design: Emerging modern Ugandan fashion, product design, and architectural
innovation.

Film: Uganda's growing film industry (Ugawood).

Gastronomy: Unique Ugandan culinary traditions, diverse food markets, and fusion
cuisine.

Literature: A vibrant literary scene with local authors and storytelling traditions.
Media Arts: Digital art, animation, and innovative media production.

Music: Uganda's incredibly diverse and dynamic music scene, from traditional rhythms
to contemporary genres.
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If you are guiding in a UNESCO Creative City (or one aspiring to be), familiarize yourself with the

city's specific creative attributes, along with related attractions or events that might interest

your guests.

Interpreting Urban Themes and Topics

When planning a city tour, consider the various layers of its urban fabric:

City Plan and Development:

Foundational Elements: What elements shaped the city's origin? (e.g., Old Kampala Hill
as a historical settlement and administrative center, the location of trade routes). How
did the city grow and evolve from these initial points?

Urban Fabric: Discuss the road network development, the emergence of different
districts, the arrangement and design of houses, and the historical presence of both
affluent and less privileged areas.

Economy & Work: Which trades historically dominated (e.g., agricultural trade, crafts)?
How do people work today, and how has trade evolved (e.g., from traditional markets to
modern shopping centers)?

Social Services: Explore the history and current state of hospitals, social care, and
security.

Environment: Address historical and current environmental challenges like noise
pollution, water supply, waste disposal, and urban measures for sanitation and
cleanliness.

Society and Culture:

Social Structures: Discuss historical or contemporary special rights for certain urban
populations or freedoms.

Classes & Lifestyles: Explore the historical urban social classes (upper, middle, lower),
including their prestige, moral codes, dress codes, lifestyles, and worldviews.

Marginalized Groups & Minorities: Acknowledge the presence and stories of
marginalized groups (e.g., beggars, migrants) and ethnic or religious minorities within
the urban fabric.

Faith & Piety: Discuss the diverse faiths practiced in the city and their manifestations of
piety (e.g., the presence of numerous churches, mosques, and temples across Kampala's
hills).

Planning a City Tour in Uganda
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Planning a city tour, especially in a dynamic city like Kampala, requires intensive preparation

due to numerous sites, potential traffic, and ongoing construction. Guides must balance these

complications with strong city knowledge, flexibility, and imagination.

Function of a City Tour:

Introduction: Introduce guests to the city's history and heritage.
Orientation: Offer initial opportunities for guests to orient themselves within the city.

Highlight Landmarks: Explain and point out significant monuments and buildings,
including those where entrance fees are not included.

Suggestions for Free Time: Provide recommendations for guests' leisure time.

Selection of Sights:

Brochure & Awareness: Select sights according to the travel brochure and their level of
recognition. Combine local proximity with historical links.

Historical Significance: Include historically significant places (e.g., founding sites,
locations of important historical, political, and cultural events).

En Route Commentary: Describe landmarks and monuments as you drive past, having
information available about opening times.

Prepare "ldle Time" Info: Prepare general information for traffic jams or "idle times" —
anecdotes about the city and its personalities, its industrial focus, climate, culinary
specialties, or shopping opportunities.

Planning the Route:

Logistics First: Determine the hotel location and the optimal route for the bus entering
and navigating the city.

Detailed Map: Draw the route on a map, marking sights, one-way streets, bus routes
and parking, pick-up/drop-off points, and distances for both coach and foot travel.
Discuss this thoroughly with the coach driver.

Stay Informed: Be aware of significant traffic changes, construction sites, pedestrian
zones, and one-way streets.

Time Management: Create a detailed time plan, accounting for getting on/off the
coach, entrance times, walking durations, and meeting points.

Breaks: Plan for comfortable rest breaks, including coffee and lunch stops.

City Walks: Deeper Immersion
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Planning a city walk is similar to a bus tour but offers a more immersive, first-hand experience

of the city and its heritage.

Focused Interpretation: City walks allow guides to focus on a specific topic or theme,
presenting interesting places or buildings in detail.

Enhanced Engagement: While physically more strenuous, city walks provide more
opportunities to engage participants and help them truly familiarize themselves with the
urban environment.

Group Size: Ideally, limit participants to 20-25 people for better management and
interaction.

Audio Systems: Consider using audio/wireless tour guide systems to support guests and
minimize noise/disruption, especially in busy areas like downtown Kampala.

Strategic Start/End Points: For efficiency, consider dropping off guests at one side of
the city and arranging for the coach to meet them at the other end.

Larger Groups/Distances: For larger groups or if sights are far apart, use the coach to
bridge distances or split the group with local guides.

Breaks & Explanations: Plan for frequent breaks and shorter explanations with standing
times to prevent exhaustion, especially in Uganda's warm climate.

Leverage Coach Time: Use coach driving times for city walk preparation and follow-up
(e.g., historical explanations) so you can focus on the sights during the walk.

Weather Preparedness: Always prepare for different weather conditions (e.g., sun
protection, rain gear for guests).

Guest Preparation: Explain the route to participants (perhaps with a copied city map) to
aid their orientation.

Your City Tour Planning Tasks for Uganda

City tours require thorough pre-planning. Here are three tasks for you:

Describe how you would characterize the cities in your region (Uganda) in terms of
culture and heritage. Focus on unique aspects that define them.

Prepare a city tour using Kampala as an example. Provide a list of the places you would
visit, the main topics you would cover at each location, and the estimated time you
would allocate for each section.

How would you modify this Kampala city tour for rainy weather? What alternative
activities or adjustments would you make to ensure a good experience?
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Lesson 4: Interpreting Museums, Palaces, and Religious Sites in
Uganda

As a visitor guide in Uganda, you'll lead guests through a diverse array of sites, each with
unique stories and interpretive challenges. This section focuses on effectively guiding tours
through museumes, historical royal grounds, and sacred sites, applying key heritage
interpretation principles.

Guiding Museum Visits in Uganda

Museums and exhibitions form an important part of educational tours in Uganda, offering deep
dives into history, culture, and natural heritage. As a guide, thorough planning and application
of heritage interpretation tools are essential.

Interpreting Collections:
e Special Exhibitions:

o Theme and Focus: Identify the central theme or title of the special exhibition,
which often highlights a specific artist, political figure, historical era, or art-
historical period (e.g., an exhibition on the origins of humanity in Uganda, or a
contemporary art showcase).

o Sub-Themes & Context: Select key exhibits that allow you to develop sub-
themes. Place these exhibits within the broader context of the main topic,
making the narrative cohesive.

e Permanent Collections (e.g., Uganda Museum):

o Finding the "Red Thread": Large permanent collections, like those at the Uganda
Museum, can be challenging because major works often span different epochs
and origins. It's difficult to follow a single overarching concept.

o Strategic Selection: Carefully choose a manageable number of exhibits/objects
(e.g., 6-8 larger, more significant pieces and 8-10 smaller, supporting objects).

o Connecting the Dots: Since a single topic might not span the entire collection,
focus on comparing exhibits and establishing relationships between them. This
helps create a "red thread" — a continuous narrative or theme that links different
objects.

Guiding Principles for Museum Tours:
To create engaging connections between museum objects:

¢ Temporal Connection: Link objects by their timeline (e.g., "This tool from the early Iron
Age was used at the same time as this pottery style was developing in another part of
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Uganda," or "These colonial-era artifacts appeared just a few decades after the Buganda
Agreement").

Comparison and Contrast: Highlight similarities and differences (e.g., "Compare this
traditional drum from the West Nile region to this one from Buganda — notice the
different uses and sounds," or "While this royal regalia was for the King's ceremonial
use, this simple domestic tool tells a completely different story of daily life").

Recalling Prior Information: Refer back to previously discussed topics to re-connect
concepts as you move to new objects.

Engaging Questions: Ask rhetorical or direct questions to reinforce your "red thread"
and encourage guest participation (e.g., "What does this exhibit tell us about the early
kingdoms of Uganda?").

Insights from Experienced Guides (Anna & Elias's Podcast):

Experienced guides emphasize the importance of preparation and thoughtful delivery:

Avoid Pitfalls: Steer clear of long standing times, overly academic lectures, and poor
visibility of exhibits. These lead to guest disengagement.

Theme Your Tour: Set a clear theme for your guided tour and select exhibits that
support it. Plan a logical flow through the museum rooms to avoid unnecessary back-
and-forth walking.

Time Management & Logistics: Research museum opening hours, check for mid-day
closures (which can happen in some Ugandan institutions), and ensure sufficient space
for guests around exhibits to avoid overcrowding. Visiting the museum beforehand is
highly recommended.

Guest Experience During the Tour: Ensure all guests can hear you clearly. Position
yourself so you're not talking directly to the exhibit. Plan regular breaks to maintain
guest comfort and energy levels.

Initial Orientation: Start with a brief overview of the museum itself, perhaps providing a
map. Share interesting facts about the museum building or the history of its collection.

Independent Exploration: At the end of the guided portion, allow guests some free time
to explore the exhibition on their own or visit the museum shop. Arrange a clear
meeting point and time.

Your Museum Tour Tasks in Uganda:

Identify prominent museums in your region (Uganda). For one chosen museum, list
typical exhibits and describe its main themes or collections.
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¢ Using a museum in Kampala (e.g., the Uganda Museum or Nommo Gallery), outline
your selection of objects. Describe how you would create engaging connections from
one object or section to the next, forming a coherent narrative for your guests.

Interpreting Palaces, Castles, and Fortified Sites in Uganda

While Uganda doesn't have medieval European "castles" in the traditional sense, it has
significant royal palaces, fortified sites, and historical administrative centers that serve similar
interpretive functions.

o Palaces (e.g., Kabaka's Palace, Mengo): These are the official residences of past or
present rulers. In Uganda, this primarily refers to the palaces of the traditional
kingdoms, like the Buganda Kingdom's Kabaka's Palace (Mengo). Some palaces are
open to the public and house museums or exhibits, like parts of the Mengo Palace
complex or former administrative residences.

e Forts and Fortresses (e.g., Fort Lugard, Fort Portal): These were established as military
dwellings or defensive structures, often by colonial powers to secure territories or
towns. Unlike castles, they weren't typically residences of monarchs. Examples include
Fort Lugard on Old Kampala Hill (the site of early British colonial administration) or Fort
Portal (named after Sir Gerald Portal).

¢ Manor Houses: While not a widespread concept in Uganda's indigenous systems,
colonial-era plantation houses or administrative residences could sometimes serve a
similar function as a lord's administrative center, reflecting the colonial feudal system.
These often had distinct architectural characteristics adapted from European designs.

Guiding Principles for Interpreting Royal and Fortified Sites:

Interpretation of these sites should follow the general principles of cultural heritage
interpretation, covering a variety of themes:

¢ Introduction:

o Viewpoint: Choose a vantage point for an initial introduction, or provide context
during the coach journey. For Mengo Palace, you might introduce its historical
significance and current state from a point where the entire site (including the
adjacent Bulange Parliament) is visible.

o Example (Mengo Palace): Discuss its development as a symbol of Buganda's
power, its architectural evolution (from traditional structures to more
permanent buildings), and its role as a seat of governance.

¢ Information:

o History & Function: Provide detailed information about the building's history
and its specific functions, both historically and currently.
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o Example (Mengo Palace): Explain its function as the King's residence, the
political and administrative center of Buganda, and its symbolic importance for
the Baganda people. You might also touch upon its darker history, like the role of
the infamous 'ldi Amin's torture chambers' nearby.

« Different Themes:

o Variety: Offer a selection of themes connected to the building type. Draw cross-
connections or comparisons.

o Example (Fort Lugard, Old Kampala Hill): Beyond its military function, discuss its
role in the establishment of colonial rule, its economic function in securing trade
routes, its administrative center role, and its symbolism of shifting power
dynamics in Uganda. You could also discuss the early interactions between the
British and local kingdoms from this vantage point.

Your Task: Exploring Royal and Fortified Sites in Uganda

Royal sites and former colonial forts are incredibly exciting. Test your guiding skills with these
tasks:

¢ Research and prepare an introduction to a royal palace or historical fortified site in
Uganda. This could be the Kabaka's Palace (Mengo), or a historically significant fort like
Fort Lugard.

¢ Research information about the former colonial forts in Uganda (e.g., Fort Lugard, Fort
Portal). Prepare a short lecture on one of these sites and include the theme of
"Colonial Conquest and Indigenous Resistance" in Uganda.

Interpreting Religious and Sacred Sites in Uganda

Uganda is known for its diverse religious landscape, making visits to sacred buildings like
mosques, cathedrals, temples, and traditional spiritual sites an important part of educational
tours. Some of these sites have ceased their original religious function and are now open as
museums, while others remain vibrant places of worship. Approximately 20% of properties on
the World Heritage List have some religious or spiritual connection. As guides, you must plan
and prepare these visits thoroughly, adhering to principles of heritage interpretation.

According to ICCROM, living religious heritage possesses unique characteristics. UNESCO
highlights that sacred sites are among the "oldest protected areas of the planet" and are "vitally
important for safeguarding cultural and biological diversity for present and future generations."
Collectively, Uganda's religious and sacred properties capture a range of cultural and natural
diversity, with each singularly demonstrating the unique spirit of a particular place.

Guiding Principles for Interpreting Sacred Sites in Uganda:
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When visiting sacred buildings, careful consideration is needed both in advance planning and

during the actual tour:

¢ Method:

o

Comprehensive Introduction (on coach): Provide a thorough historical and
religious introduction during the coach journey to the site. Keep explanations of
the building's specific architectural history brief once you're on-site (e.g.,
construction start, intended function).

External Viewpoint: Before entering, choose a point where the building can be

fully appreciated (e.g., Rubaga Cathedral on its hilltop, or the Gaddafi National
Mosque dominating Old Kampala Hill). Describe its importance in the landscape
or urban area.

Logical Flow: If applicable, start from the main entrance (often the west side for
churches). Tour around the building only if side portals, specific facades, or
external decorations are particularly interesting.

Architectural Language: Describe the main lines of the building's horizontal and
vertical arrangement. Beyond just history, use architecture-specific vocabulary to
explain components (e.g., discussing the domes of the mosque or the stained
glass of a cathedral).

¢ Organization:

Opening Times & Permissions: Always confirm opening times or arrange
entrance in advance with the rectory, mosque administration, or custodians.

Services: Clarify whether a service or prayer time will be in session during your
visit. If so, inform guests about respectful conduct or alternative viewing times.

Lighting: In some places of worship, lighting might require coins or custodian
assistance. Know where to find help to illuminate the space.

Enhance Experience: Increase the experience by including elements like listening
to an organ concert at a cathedral or a short prayer session (with prior
arrangement and consent).

Post-Tour Time: Allocate time after the tour for guests to purchase information
materials, postcards, or souvenirs, and for toilet breaks.

e Interior Visit:

o

Seating: If a longer explanation is planned, ensure participants can comfortably
sit inside the sacred space.
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o Initial View: Begin the interior tour from a point that offers a good overall view
of the interior (e.g., inside the west fagade of a large church like Namugongo
Martyrs Shrine Basilica) to give a sense of the building's scale.

o Structural Elements & Styles: Describe structural elements related to specific
architectural styles (e.g., Gothic arches, Islamic geometric patterns) and their
intellectual-historical context.

o Construction & Changes: Explain construction techniques, materials, and any
later changes or reconstructions.

o Key Features: Highlight the most important pieces of equipment or artistic
elements. Consider a logical path, perhaps starting from one side aisle, moving
to the east, and returning via the other aisle.

o lconography: Point out basic iconographic types that reappear across different
religious art or traditions.

o Function & Rite: If the religion is less familiar to guests, explain the function of
individual interior and exterior architectural parts in relation to the specific rites
or practices.

e Comparison (Interfaith Dialogue):

o Architectural Diversity: Compare different construction types (e.g., contrasting
the typical layout of a Christian church with the distinct features of a mosque).

o Interpretive Elements: Compare and explain different elements of interpretation
(e.g., for a mosque, discuss the minaret, the fountain for ablution in the
courtyard, the sermon chair/minbar, the prayer niche/mihrab, and prayer
carpets).

Your Sacred Site Tour Tasks for Uganda:

Uganda's sacred buildings and sites offer endless opportunities for diverse topics. Consider
these tasks:

e Create a Sacred Site Tour in Uganda. Choose a specific site (e.g., Gaddafi National
Mosque, Namugongo Martyrs Shrine, Baha’i House of Worship). Outline your selection
of objects/areas to cover, key topics for discussion, and a detailed time plan for each
section.

e Are there any special Christian or indigenous cults/practices in Uganda that are less
common in America or Europe (e.g., unique spiritual movements or death cults)?
Describe one such practice or group that would be relevant for a cultural interpretation
tour, focusing on its historical and cultural context rather than sensationalism.
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¢ For Islamic religious buildings in Uganda (e.g., Gaddafi National Mosque): Create a
small general lecture about the mosque. Focus on its key architectural elements, their
function in relation to Islamic prayer and worship, and its significance within the
Ugandan Islamic community.

Lesson 5: Archaeological Sites and UNESCO World Heritage Sites
in Uganda

As a visitor guide in Uganda, understanding how to interpret archaeological sites and UNESCO
World Heritage Sites is paramount. These locations offer profound insights into Uganda's
ancient past, rich cultural heritage, and vital natural environments. Effective interpretation here
involves bringing fragmented evidence to life and respecting the delicate balance of
conservation.

Understanding Archaeological Sites

An archaeological site is any location or group of sites that preserves evidence of past human
activity, whether prehistoric, historic, or even contemporary. These sites can range from subtle
indications beneath the surface to prominent standing structures, all forming part of the
archaeological record.

In Uganda, archaeological sites tell stories of early human habitation, the development of
sophisticated iron-working cultures, the rise of ancient kingdoms, and early trade networks.
Examples might include rock shelters with ancient paintings, early Iron Age furnaces, or former
palace sites.

Planning a Visit to an Archaeological Site in Uganda:

Visiting an archaeological site presents unique challenges because monuments are often
preserved in fragments or might not be clearly marked, requiring the visitor guide to use
imagination to help guests visualize the past.

Preparation:

¢ Gather Resources: Obtain maps and floor plans of the sites or key structures,
photographs of the most important findings or reconstructed models (often found in
affiliated museums like the Uganda Museum). Select the most crucial sights to focus on.

o Time Management: Plan your tour duration carefully. Ideally, an archaeological site visit
should not exceed 1.5 to 2 hours to avoid overwhelming participants. For very large
sites (like potential expansive Iron Age sites or ancient settlement ruins), prepare for
longer durations with scheduled breaks and opportunities for seating.

194



Safety and Accessibility: Identify and plan around areas that might be difficult to walk
on due to uneven terrain or ruins. This is crucial for health and safety, and also because
physical exhaustion can reduce mental receptiveness.

During the Visit:

Prioritize Importance: Consider the significance of the visit within the overall tour. If an
archaeological site is particularly unique or the only one guests will see, dedicate more
time and detailed explanations.

Relaxing Experience: Archaeological sites often offer a chance for a more relaxed visit,
as sights are generally spaced out, and guests are outdoors in nature.

Optimal Timing: If possible, avoid the intense midday heat. Visiting in the late afternoon
often provides beautiful natural light for photography, casting golden hues on ruins.
Consider an evening visit for a purely atmospheric and adventurous experience, if
feasible and safe.

Museum Integration: If the archaeological zone has an affiliated museum (as is often
the case, e.g., the Uganda Museum complementing findings from various sites), visit it
after the site itself. This allows guests to contextualize the objects they saw in situ.

Tools for Interpretation at Archaeological Sites in Uganda:

Bringing Uganda's archaeological past to life requires creative interpretive tools:

Visual Aids: Use reconstructions in the form of sketches, photographs of models, or
even video animations showing how buildings or settlements once looked. Provide
photos of the current state for comparison.

Explain Methods: Briefly explain archaeological excavation methods (e.g., field
inspection, aerial photography, or the use of metal detectors for detecting buried
artifacts).

Research Techniques: Mention research methods like pollen analysis (to understand
past environments) or radiocarbon dating (to determine age), helping guests
understand how archaeologists piece together the past.

Daily Life Imagery: Use images depicting daily life, clothing, hairstyles, or tools of the
people who once inhabited the site to make their lives relatable.

Comparative Material: Show comparative photographic material of similar works or
architectures created around the same time or influenced by what you're seeing.

Technical Terms: Introduce important archaeological and art-historical technical terms
(e.g., specific architectural features of ancient palaces or ritual sites, types of pottery).
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Connect to the Present: Draw references to the present, showing how historical forms
or societal structures might echo in contemporary Ugandan society.

Topicality of History: Highlight the enduring relevance of history (e.g., how ancient
trade routes or political structures might have influenced modern boundaries or
economies).

Historical Accounts: Share quotes from old travel reports or early explorers' accounts
to add a special charm and historical perspective to the site.

Guidelines for Visiting Archaeological Sites in Uganda:

Respect for these sites and their preservation is paramount:

Stay on Paths: Only guide people where there are established pathways for visitors.

No Climbing/Walking on Ruins: Never allow guests to climb or walk over ruins. These
structures are often fragile and can easily collapse or be damaged, destroying valuable
information and lessening the experience for others.

Leave Objects In Situ: Never pick up, take, or disturb archaeological objects on the
ground, whether they are building fragments or pottery shards. Every object, large or
small, contributes to our knowledge of the site and its past inhabitants and must be left
in its original location for future generations and scientific research.

Do Not Touch: Avoid touching inscriptions, sculptures, or other fragile parts of a site
that can erode over time, gradually destroying the object.

General Rule: As a rule, do not touch or disturb anything at the site. Important
archaeological context may be inadvertently destroyed for future scientific research.

lllegal to Remove: It is illegal to remove any archaeological object from a site, even
seemingly insignificant pieces. Educate your guests about this.

UNESCO World Heritage Sites in Uganda

A UNESCO World Heritage Site is a landmark or area legally protected by the World Heritage
Convention, administered by the United Nations Educational, Scientific and Cultural

Organization (UNESCO). These sites are recognized for their cultural, historical, scientific,

natural, or other outstanding universal value to humanity. They can include ancient ruins,

buildings, monuments, cities, or natural sites like deserts, lakes, or mountains of great natural

beauty.

Uganda is home to several such sites, including:

Kasubi Royal Tombs (Cultural): A burial ground for four previous Kabakas (kings) of
Buganda and a significant spiritual and political site for the Baganda people.
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¢ Bwindi Impenetrable National Park (Natural): Renowned for its exceptional
biodiversity, particularly its population of mountain gorillas.

e Rwenzori Mountains National Park (Natural): Known for its stunning alpine scenery,
glaciers, and unique Afro-alpine flora.

Due to the variety and diversity of UNESCO World Heritage Sites, the selection and use of
interpretation tools must be carefully considered and adapted to each individual site's unique
characteristics and significance. For living, religious, and sacred sites (like the Kasubi Tombs),
specific policies for protection and management are required, taking into account their distinct
spiritual nature as a key factor in their conservation. It's often no coincidence that many
spiritual locations are within landscapes of significant natural value, demonstrating deep links
between nature and culture.

Your Tasks: Exploring Ugandan Heritage Sites
To give you a good start in interpreting Uganda's rich heritage, here are some tasks:

o Describe the specific tools you would use for interpreting an archaeological site in
Uganda. Think about how you would bring ancient history to life for your guests at a
place like a rock art site or an early Iron Age settlement.

e Plan and prepare a visit to an archaeological site or zone in your region (Uganda). This
could be a site like the Nyero Rock Paintings, the Fort Lugard site on Old Kampala Hill, or
another archaeologically significant area you know. Discuss your plan with a colleague
or friend, considering the challenges and opportunities.

e Research UNESCO World Heritage Sites. From the global list, select three (3) sites
(anywhere in the world, including Uganda) that you would particularly like to visit in
person, and describe why each one holds special appeal for you.

MODULE 11: Nature and Adventure Guiding

This course is designed for both current and aspiring visitor guides to master the ins and outs of
nature and adventure guiding. You'll explore various types of nature-based tourism, gaining
essential knowledge on how to organize and conduct these tours effectively. Furthermore,
you'll develop a deeper understanding of sports and adventure tourism.

Who is this course for?

This course is perfect for visitor guides, prospective visitor guides, and anyone passionate
about nature and adventure tourism.

What will you learn?
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¢ You'll get an overview of the principles of nature-based and sustainable tourism.
e You'll learn about the key principles of effective nature guiding.

e You'll discover how to confidently conduct adventure and sports tours.

Introduction to Nature and Adventure Guiding in Uganda

Welcome to the eighth and final learning unit in our Digital Tour Guiding course! Today, our
focus shifts to the exciting world of nature and adventure guiding, particularly relevant here in
Uganda.

Humans have always been drawn to the wild beauty of nature. This innate drive to experience
the natural world has been a primary force behind the global development of nature tourism.
So, what exactly are people seeking when they choose a nature tourism experience in Uganda?

From my experience, guests typically have three main motivations:

e Reconnection with Nature: This is especially true for visitors coming from urban
environments, seeking to escape the concrete jungle and immerse themselves in
Uganda's lush landscapes.

¢ Personal Discovery: Many are looking for a sense of individual meaning or self-
discovery, finding clarity and perspective amidst the tranquility and challenges of
nature.

e Curiosity and Learning: A significant number of guests are simply curious about
Uganda's incredible natural and cultural heritage, eager to learn about its unique
ecosystems, diverse wildlife, and the traditions intertwined with its natural spaces.

Our role as visitor guides is to facilitate these profound experiences for our guests. And, I'll
admit, it's not always an easy task!

It demands that we possess in-depth knowledge of Uganda's diverse natural environments, its
varied landscapes, and its rich biodiversity. We must also expertly apply interpretive methods
to help our guests genuinely reconnect with nature and to raise their awareness of the
invaluable significance of Uganda's natural and cultural heritage.

A highly effective approach is to highlight the fascinating differences between Uganda's nature
and that of our guests' home countries. This is because the natural experience here — from the
mighty Nile to the Rwenzori Mountains, or the dense Bwindi Impenetrable Forest — is often
profoundly different from what they know. However, there are many other valuable techniques
we can use to ensure the tour is exciting, memorable, and successful for everyone.
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Lesson 1: The Nature Tourism Experience in Uganda

As a visitor guide in Uganda, curating a compelling nature tourism experience means
understanding the landscapes and habitats that define our country. It also means grasping the
principles of protected area management, to ensure both conservation and an enriching
experience for your guests.

Different Forms of Nature: Landscapes and Habitats
Landscapes
A landscape can be understood in two ways:

1. Geographical Concept: A defined area with scientifically detectable characteristics (e.g.,
the volcanic cones of the Virunga Mountains, the vast plains of Queen Elizabeth
National Park, or the intricate wetlands of the Lake Victoria basin).

2. Cultural/Philosophical Concept: The subjective, culturally shaped perception of an area
as an aesthetic whole (e.g., the awe-inspiring feeling evoked by the Rwenzori
Mountains, or the serene beauty of the Ssese Islands on Lake Victoria).

Habitats

A habitat is the natural home environment for organisms (plants and animals) that provides all
the necessary environmental conditions for their survival. It's where a species finds food,
shelter, protection, and mates for reproduction. Habitats are characterized by both their
physical (e.g., soil type, water availability) and biological (e.g., types of vegetation, presence of
other species) features.

In Uganda, these include diverse terrestrial (e.g., savannahs, tropical rainforests, montane
forests), freshwater (e.g., vast lakes like Victoria, rivers like the Nile, marshlands), and other
unique habitats.

Embedding Elements of Landscape in Tour Guiding in Uganda

When planning a guided tour in nature or linked to an adventure in Uganda, integrating
elements of the landscape is crucial for a richer experience. Here are particularly important
themes:

Natural Landscapes:

e Climate: Discuss Uganda's generally agreeable tropical climate, its influence on the
mood of people, and how it compares to the guest's home country. Explain how climatic
conditions have shaped the emergence of distinct Ugandan cultures (e.g., the
importance of rain for agriculture). Highlight how landscape and climate influence types
of architecture or dwellings (e.g., traditional huts, or colonial-era buildings designed for
heat).
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Vegetation Zones: Interpret Uganda's diverse vegetation zones, from the semi-arid
northern plains to the moist evergreen forests of the west and the papyrus swamps.
Explain the unique plant species and their ecological roles.

Geological Conditions: Share the geological history, such as the formation of the
Western Rift Valley (e.g., the Albertine Rift lakes, volcanic origins of some mountains like
Mount Elgon), and its impact on the landscape and resources.

Natural Resources: Discuss Uganda's natural resources (e.g., fertile soils, abundant
water, minerals like gold and phosphates) and their historical and present importance to
industries and local livelihoods.

Cultural Landscapes:

Mineral Resources & Extraction: If visiting an area with mineral extraction (e.g., oil
regions in the Albertine Rift, gold mining areas), discuss its impact on flora, fauna, and
local communities. Highlight efforts for conservation and the rights of indigenous people
potentially affected.

Waters and Water Resources: Emphasize the vital importance of Uganda's vast water
bodies (Lake Victoria, Lake Albert, Lake Kyoga, the Nile River) for settlement patterns,
human life, transportation, fishing, and hydro-power.

Man-made Landscapes (Historical & Present): Discuss how humans have historically
shaped Ugandan landscapes (e.g., traditional farming practices, early land clearing). In
the present, address efforts like reforestation initiatives, modern agriculture, irrigation
projects, introduction of non-native species, and the impact of tourism development
(e.g., hotel construction near protected areas, responsible tourism practices).

Educational Trails & Historical Routes: Explore historical routes that once crisscrossed
Uganda, such as ancient trade paths that connected different kingdoms, or modern
educational trails within national parks designed for interpretation.

Industrial Landscapes (Relevant in a Broader Sense):

Landscape Fortification/Stabilization: While not dams on the North Sea, consider
traditional methods of land stabilization (e.g., contour farming to prevent soil erosion on
hillsides).

Protective Measures: Discuss historical and present-day protective measures for
landscapes, including traditional conservation practices by communities and modern
protected area management.

Neglected Landscapes: Point out areas that show signs of rural exodus, abandoned
settlements, or remnants of former cultivation, offering insights into changing
demographics and land use patterns.
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Providing vivid descriptions, examples, or even pictures of characteristic Ugandan plants, trees,
or flowers helps guests connect with the different landscapes and their biodiversity, fostering a
deeper relationship with nature.

Protected Area Management in Uganda

Understanding why a site is protected, how it's managed, and the rights and responsibilities of
all users is crucial for a visitor guide in Uganda.

The IUCN Protected Area Categories System

The IUCN Protected Area Categories System is the global standard for classifying protected
areas based on their management objectives. Recognized by international bodies like the
United Nations and national governments, it provides a framework relevant to Uganda's
conservation efforts:

¢ Category la: Strict Nature Reserve (e.g., some core conservation zones within national
parks where access is highly restricted to protect critical biodiversity or geological
features).

e Category Ib: Wilderness Area (e.g., vast, largely unmodified areas within some of
Uganda's larger national parks like Murchison Falls or Kidepo Valley, managed to
preserve their natural condition with minimal human intervention).

e Category Il: National Park (e.g., Queen Elizabeth National Park, Bwindi Impenetrable
National Park, Murchison Falls National Park — large natural or near-natural areas
protecting large-scale ecological processes, species, and ecosystems characteristic of
Uganda).

o Category lll: Natural Monument or Feature (e.g., specific sites like the Sipi Falls, or
unique geological formations that are protected for their natural value).

o Category IV: Habitat/Species Management Area (e.g., a specific sanctuary protecting
endangered species like the Ziwa Rhino Sanctuary, or designated habitats for specific
wildlife within a broader protected area).

e Category V: Protected Landscape/Seascape (e.g., areas like the Ssese Islands in Lake
Victoria or parts of the Rwenzori Mountains where the interaction of people and nature
over time has produced a distinct character with significant ecological, biological,
cultural, and scenic value).

o Category VI: Protected Area with Sustainable Use of Natural Resources (e.g.,
community conservation areas or specific zones within national parks where local
communities are allowed sustainable use of resources, conserving ecosystems and
habitats alongside traditional practices).

Designing Your Nature Guided Tour in Uganda
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How would you design your guided tour to incorporate these elements? Here are three tasks to
help you prepare:

e Describe one significant landscape in Uganda (e.g., a region of the Albertine Rift, a
section of the Nile River, or a specific forest). Using two to three different elements for
interpretation from the "Embedding elements of landscape" section above (e.g.,
climate, vegetation, water resources), prepare a short commentary and practice
delivering it to a colleague or friend.

e Name a typical crop in your region of Uganda. Explain its cultural and economic
meaning, and draft a short lecture on its history (whether endemic or imported) and its
importance for the local community. Conclude by naming a traditional Ugandan recipe
that prominently features this plant.

¢ Is there a unique nature-based experience in Uganda that stands out? (e.g., Gorilla
trekking in Bwindi, white-water rafting on the Nile, birdwatching in Mabamba Swamp).
Present a short description of what guests can do there and articulate why it's
considered special or unique in the context of nature tourism.

Lesson 2: Sustainable Travel: Championing Nature Conservation in
Uganda

As a visitor guide in Uganda, understanding and promoting sustainable travel and nature
conservation is no longer just a good practice—it's an essential part of the job. Guests are
increasingly aware and interested in conservation efforts, so it's always valuable to highlight the
protection mechanisms in place at the sites you visit.

Nature Conservation Designations in Uganda

Various mechanisms are in place globally, and within Uganda, to protect our planet's most
valuable natural areas.

« National Parks, Wildlife Reserves, and Other Protected Areas: National Parks are vital
for nature conservation at a national level. They ensure the protection and research of
species and their habitats, often limiting access and visitor numbers to minimize impact.
In Uganda, places like Murchison Falls National Park, Queen Elizabeth National Park,
and Kidepo Valley National Park are prime examples, offering comprehensive
interpretation infrastructure. Other protected areas, such as wildlife reserves (e.g.,
Katonga Wildlife Reserve), forest reserves, and wetlands, vary in their protection levels
and visitor access regulations.

¢ Natural World Heritage Sites: The UNESCO World Heritage Convention recognizes the
most exceptional natural places globally. Sites included on UNESCO's World Heritage List
for their natural values are characterized by outstanding biodiversity, unique ecosystem
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values, geological diversity, or superb natural phenomena and exceptional natural
beauty. Uganda is proud to host two Natural World Heritage Sites:

o Bwindi Impenetrable National Park: Famous for its exceptional biodiversity,
particularly its population of endangered mountain gorillas, and its ancient
afromontane forest.

o Rwenzori Mountains National Park: Known for its stunning alpine scenery,
glacial features, and unique Afro-alpine flora, often referred to as the
"Mountains of the Moon." These sites often serve as crucial refuges for species
threatened with extinction, such as the mountain gorilla, making their
conservation efforts globally significant.

e Ramsar Sites: Ramsar Sites are wetlands recognized as being of international
significance under the Ramsar Convention, an international treaty dedicated to the
conservation and sustainable use of wetlands. Uganda has several important Ramsar
sites, such as the Mabamba Bay Wetland System (a key birding destination for the
Shoebill stork) and parts of the Lake Victoria wetlands.

o Biosphere Reserves: Designated as "learning places for sustainable development,"
Biosphere Reserves (though less formally applied as a tourism designation in Uganda
yet, the concept is relevant) are sites for testing interdisciplinary approaches to
understanding and managing changes and interactions between social and ecological
systems, including conflict prevention and biodiversity management.

o UNESCO Global Geoparks: These are single, unified geographical areas where sites and
landscapes of international geological significance are managed with a holistic concept
of protection, education, and sustainable development. While Uganda does not
currently have a designated Geopark, its rich geological history, particularly around the
Rift Valley, presents potential for future nominations.

Supporting and Promoting Nature Conservation in Your Tours
As a guide in Uganda, you play a direct role in fostering nature conservation:

o Research: Always research and comply with current Ugandan legislation and regulations
when guiding in a natural environment.

¢ Educate and Raise Awareness: Plan how to effectively educate guests about critical
conservation issues relevant to the sites you visit, such as anti-poaching efforts, habitat
protection, or human-wildlife conflict mitigation.

¢ Minimize Impact: Consider all aspects of nature conservation to minimize your tour's
impact on the destination. This includes managing noise levels, preventing

203



overcrowding, ensuring proper waste disposal (no littering!), and promoting efficient
energy and water usage.

Respect Rules: Always respect and strictly follow the rules and guidelines for visiting any
protected area in Uganda (e.g., adhering to opening times, staying on designated paths,
not disturbing or removing anything, maintaining appropriate distance from wildlife).

Fees and Permits: Be aware that charges are levied for access and visits to Uganda's
protected areas. Always factor in permits and associated fees (e.g., for gorilla trekking,
chimpanzee tracking, park entry, or even access to certain roads outside formal
protected areas).

Your Tasks: Championing Conservation in Uganda

Nature conservation is critical, and we must actively integrate it into our guided tours. To help

you prepare, here are three tasks:

Research natural World Heritage Sites and other key protected areas in Uganda.
Choose one park or site (e.g., Queen Elizabeth National Park, Bwindi Impenetrable
National Park). Research its opening times, group fees, and any special features or
regulations regarding group visits.

Prepare an introduction to a natural World Heritage Site or protected area in Uganda.
In your introduction, include key rules and guidelines for guests' conduct within the site,
as well as specific highlights of the wildlife or natural features they can expect to
experience. Practice delivering this introduction to a colleague or friend.

Reflection Scenario: Imagine a guest on your national park visit shows you a beautiful
flower they've just picked.

o What will you do in that moment?

o What will you communicate to the guest, explaining why this action is
problematic?

o What specific change will you make to your introductory talk for future tours to
prevent such incidents?

Sustainable Tourism: A Guiding Principle

The World Tourism Organization (UNWTO) defines sustainable tourism as "tourism that takes

full account of its current and future economic, social and environmental impacts, addressing

the needs of visitors, the industry, the environment and host communities." As a guide in

Uganda, you play a very important role in promoting and educating guests on how to travel

sustainably and responsibly. There's a growing demand for sustainable travel experiences, and
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increasing expectations for destinations and service providers (like hotels and tour operators)
to practice and promote sustainability in tourism management.

Ecotourism is often defined as "responsible travel to natural areas that conserves the
environment and improves the well-being of local people." More broadly, Sustainable Travel
encompasses "tourism that meets the needs of present tourists and host regions while
protecting and enhancing opportunities for the future." This means that every tour you lead in
Uganda should strive to benefit local communities, protect the environment, and ensure that
future generations can also enjoy Uganda's incredible natural and cultural heritage.

Sustainable Tour Guiding in Uganda: An Expert's View

Welcome to this expert interview focusing on sustainability in tour guiding, a topic of
increasing importance, especially here in Uganda. We're joined by Angelika Miiller, a seasoned
tour guide who now works in education and training.

The Importance of Sustainability for Ugandan Tour Guides

Angelika emphasizes that tourism plays a major economic role in many countries, including
Uganda, where both guests and hosts can mutually benefit from sustainable development. She
stresses that we all bear responsibility for the future, even while on holiday. Many tour
operators and agencies, recognizing this, have established their own binding sustainability
policies.

"Tour guides should be familiar with these policies and act accordingly," Angelika states,
"because they are ambassadors and role models." Guests often observe and emulate the
behavior of their guides, giving guides significant influence over their holidaymakers' actions.
This means that as a guide in Uganda, your actions directly impact how visitors perceive and
interact with our natural and cultural heritage.

Practical Sustainability in Ugandan Tour Groups

When it comes to leading tour groups in Uganda, simple yet effective ways to achieve
sustainability include:

e Waste Reduction (e.g., Picnics): Angelika suggests avoiding plastic as much as possible.
Ideally, guests should bring their own reusable picnic dishes and cutlery. Alternatively,
hotels or tour agencies could provide reusable tableware. If waste bins aren't available,
guests should be informed in advance so they can avoid generating waste or carry it
back to the hotel for proper disposal. The problem of plastic bags is significant globally,
and in Uganda, there's a strong push (and sometimes bans) to reduce their use.
Encouraging guests to use backpacks or reusable bags for their provisions is always
better.
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Water Conservation: "Water is a precious resource, and in some regions of Uganda, it's
in very short supply," Angelika reminds us. Guides are crucial educators here, informing
guests about the importance of natural resources and how they can help conserve
water at hotels or other locations. For instance, explaining that changing towels daily
isn't necessary, and even engaging with hotel housekeeping if they aren't accustomed to
less frequent changes, can make a difference.

Engaging Guests in Sustainable Practices

Angelika highlights how guides can encourage groups to embrace sustainability:

Nature & Ecosystems: For activities like safaris or nature walks in Ugandan National
Parks, guests should be briefed beforehand on what to observe and how to behave
respectfully. "Tour guides should provide information very early and ensure that the
rules are adhered to," she advises. It's also highly engaging for guests to learn about
national or local measures to protect Uganda's animals, plants, and ecosystems.
Discussing what has been achieved and the main challenges can turn guests into allies in
conservation efforts.

Leadership in Challenging Situations: Sometimes, guides face the challenge of
intervening when guests get too close to wildlife (e.g., gorillas, nesting birds, young
animals) or try to leave designated hiking trails in protected areas. Angelika notes that
most guests respect rules and expect guides to take a clear stance. This is where a tour
guide's leadership is paramount.

Encounters with Locals: Sustainable tourism also includes socially responsible
interaction between travelers and the local Ugandan population, respecting their
cultural customs. "Tour guides can take pride in being cultural mediators," Angelika
says, by sharing local "dos and don'ts," translating, and helping to clarify
misunderstandings to resolve difficult situations. Guides must be prepared to intervene
if guests knowingly or unknowingly behave disrespectfully, always taking the lead.

Ultimately, tour guides in Uganda act as mediators between cultures and advocates for nature,

making an invaluable contribution to sustainable tourism.

Learning Sustainable Practices: A Real-World Example

Angelika offers a practical example of how sustainable practices can be implemented:

"Especially when it's very warm, guests appreciate a perfectly air-conditioned coach," she

explains. "Often, even before the group boards, engines are left running to cool the vehicle,

causing additional air pollutants.” A guide can make a difference here by persuading both

drivers and guests to turn off the engine during waiting times for the sake of the environment.

"It might take a bit more persuasion, of course, but it can be done," she concludes. "These are

just a few small things that one can do that can have a very big impact."”
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Your Tasks: Applying Sustainability in Uganda

Angelika Miiller's insights offer a strong foundation for promoting sustainability. Now, it's your
turn:

e Research a tour operator's sustainability policy that operates in Uganda. Summarize its
key tenets.

o Prepare 2-3 short tour commentaries specifically designed to communicate
sustainability effectively to your guests during a tour in Uganda. For example, one
comment could be about waste reduction during a nature walk, another about
respectful interaction with local communities in a village visit, and a third about
supporting local conservation efforts. Practice these commentaries with a colleague or
friend.

Lesson 3: Principles of Nature Guiding in Uganda

As a visitor guide in Uganda, understanding the principles of nature guiding is crucial for
crafting memorable and responsible experiences. Today, tour organizers offer a diverse range
of products catering to varying customer needs and demands for nature experiences, which can
differ significantly in terms of difficulty and inherent risk.

Diverse Forms of Nature Tourism in Uganda
Here's how different forms of nature tourism manifest in the Ugandan context:
o Special Interest Tours: These are focused on specific natural phenomena or activities.

o Examples in Uganda: Birdwatching (e.g., in Mabamba Wetland for the Shoebill
Stork), chimpanzee tracking (e.g., Kibale Forest National Park), cultural heritage
tours integrated with nature (e.g., exploring Batwa trails in Mgahinga).

e Hard Adventure: These tours are physically challenging and often involve higher risks,
requiring robust health and safety measures and specialized protective equipment.

o Examples in Uganda: Mountaineering in the Rwenzori Mountains, white-water
rafting on the Nile River, multi-day trekking in national parks, or challenging bike
safaris.

o Soft Adventure: These activities require a moderate level of physical involvement and
generally involve fewer risks, focusing more on relaxation and accessible engagement
with nature.

o Examples in Uganda: Scenic drives through Queen Elizabeth National Park,
gentle walks in botanical gardens, spa and wellness retreats near natural
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settings, glamping experiences, or simple photo stops at scenic viewpoints like
those overlooking the Great Rift Valley.

o Eco-Tours: These are specialized nature experiences designed for learning and
conservation, often niche tours to remote or sensitive areas, with a strong emphasis on
sustainability and minimal impact.

o Examples in Uganda: Gorilla trekking (which combines adventure with deep
conservation learning), wilderness safaris in Kidepo Valley National Park, or
community-based tourism initiatives that highlight local conservation efforts.

Enhancing the Nature Experience in Uganda

Standard tour programs often include visits to major cities and landmarks, but there's always an
opportunity to integrate and enhance diverse nature experiences based on customer interest.

Planning and Preparation:

o Tailor Experiences: Planning depends on the tour type, format, and customer
demographics. Aim to build in meaningful nature experiences, adjusting to your guests'
fitness levels and interests. This could involve a gentle walk, a camel ride in Karamoja, or
a short bike ride near a lodge.

o Varied Routes: Provide options for routes and trails of different lengths and intensities
to meet the needs of customers with varying skills and ages.

o Diversify the Program: Enrich the tour program with unique natural encounters. For
example, offer a night walk if staying in a remote area, or a cultural performance under
the stars.

Promotion and Communication:

o Highlight Uniqueness: Promote Uganda's distinct and unique natural attractions,
emphasizing its incredible biodiversity (e.g., the "Pearl of Africa" for its varied
landscapes and wildlife).

o Cater to Diversity: Promote activities that accommodate diverse group needs. Some
guests might prefer a gentle nature experience, while others seek active or more
adventurous pursuits.

o Offer Extensions: Provide options for extended activities for participants with keen
interests in a particular leisure activity, such as multi-day birding excursions or focused
photography safaris.

e Visual Aids: Enhance understanding and connection by using examples or pictures of
typical Ugandan plants, trees, or flowers. Consider using a plant identification app to
engage guests further during walks.
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Your Task: Crafting a Nature-Enhanced Itinerary for Uganda
You've gained insights into the principles of nature guiding. Now, it's your turn to apply them.

Choose a day from a hypothetical standard tour program in Uganda. Identify potential places
along the route where you could stop and enhance the nature experience. For each stop,
create a list of suitable themes, activities, and interpretive materials. Remember to include
differentiations to accommodate diverse customer needs within the group.

Lesson 4: Guiding on Wildlife Tourism in Uganda

Wildlife tourism in Uganda centers around observing and interacting with our incredible local
animal and plant life in their natural habitats, from thrilling safari tours to specialized
birdwatching expeditions. When managed ethically and responsibly, wildlife tourism in Uganda
is not just an economic powerhouse; it plays a vital role in protecting endangered species like
the mountain gorilla and directly supports the livelihoods of numerous local communities.

Consider the impact: globally, wildlife tourism generates five times more revenue than the
illegal wildlife trade annually. Across Africa in 2018, over a third (36.3%) of all direct tourism
GDP was attributed to wildlife, underscoring its immense importance. This sector alone
supports millions of jobs worldwide, highlighting its significant socio-economic contribution.

Understanding Different Forms of Animal Tourism

As a guide in Uganda, it's crucial to promote awareness of different types of animal tourism and
actively discourage guests from participating in exploitative or harmful experiences.

¢ Non-Consumptive Wildlife Tourism: This is the most prevalent and desirable form in
Uganda. It involves observing, engaging with, and photographing wildlife in their natural
habitat or non-captivity settings.

o Examples in Uganda: Gorilla trekking, chimpanzee tracking, game drives,
birdwatching, nature walks.

o Motivations: Guests are driven by special interests, education, research, or
simply general recreation and leisure.

o Captive Wildlife Tourism: This involves viewing wildlife in captive environments.

o Examples in Uganda: Uganda Wildlife Education Centre (UWEC) in Entebbe,
which functions as a zoo, wildlife rescue center, and educational facility.

e Consumptive Wildlife Tourism: This involves hunting, capturing, or killing animals in
terrestrial environments, or recreational fishing in aquatic environments.

o Examples in Uganda: While less common or strictly regulated for trophy hunting,
recreational fishing does occur in designated areas (e.g., on Lake Victoria or the
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Nile for Nile Perch). If conducted within a community-based resource
management context and strictly compliant with nature protection laws, it can
have a lower environmental imprint, though it often remains a controversial
topic.

Planning for Tourism and Wildlife Watching in Uganda

Professional preparation for wildlife tours in Uganda involves researching the specific
attractions and the wildlife you expect to see, understanding seasonal or migratory changes,
and being aware of weather conditions.

However, equally important is respecting nature conservation and ensuring you do not disturb
the wildlife. We must also make our guests fully aware of this responsibility. Here are crucial
considerations:

1. Safety and Preventative Measures:

o Always ensure guests are fully aware of safety rules and regulations (e.g.,
maintaining distance from animals, staying inside vehicles during game drives).

o Strictly comply with all safety measures to ensure guests feel secure and
protected.

o Make special considerations for more vulnerable guests, such as the elderly or
children, ensuring their safety and comfort.

2. Support Conservation Efforts:

o Generate awareness about the value and importance of Uganda's natural
heritage and the ongoing efforts for its protection.

o Foster intercultural understanding and respect for local conservation initiatives.

o Educate guests about wildlife products and souvenirs. Be aware of local
regulations, at-risk species, and products of concern in Uganda.

o Advise guests that many animal and plant species or so-called "wildlife
souvenirs" are subject to international regulations (like CITES) and may be illegal
to purchase, export, or require specific permits.

3. Preserve and Protect Wildlife:

o Emphasize that without healthy habitats and thriving wildlife, there would be no
wildlife tourism in Uganda.

o Your main goal is to protect Uganda's natural and cultural heritage.

o Actively support anti-poaching campaigns and promote awareness about the
importance of combating wildlife crime, which remains a threat in Uganda.
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4. Enhance Relationship Between People and Nature:
o Highlight the immense benefits of experiencing Uganda's nature first-hand.
o Help guests reconnect with nature and develop an ecological consciousness.

o Facilitate a multi-faceted and multi-sensory experience through the setting,
landscape, sounds (e.g., birdsong, distant roars), touch (e.g., feeling the forest
floor), and smells of the wild.

5. Support Local Communities:

o Recognize and support local communities, many of whom historically lived on or
utilized resources in areas now protected.

o Maximize local economic benefit by encouraging guests to purchase local goods
and services, and by explaining how tourism directly contributes to community
development projects (e.g., through revenue sharing from park fees).

o Encourage respectful interactions between guests and local people.
6. Minimize Disturbances:

o Try to avoid peak tourism times and overcrowding where possible, especially
during high seasons in popular parks.

o Be considerate to wildlife: speak and move quietly, and immediately withdraw if
wildlife shows any signs of stress or disturbance.

o Never try to interact with wildlife, touch animals, or seek their attention. Do not
surround animals.

o Be especially aware of baby animals and their mothers, maintaining extra
distance and quiet.

7. Strictly Comply with Rules and Regulations:
o Always respect designated times of day for viewing wildlife.

o Strictly adhere to designated roads/tracks and respect rules regarding off-road
driving.

o Never feed or touch wildlife.
o Avoid littering or damaging habitat.
o Refrain from making fires in undesignated areas.

o Do not accept extra tips from guests for breaking rules (e.g., getting closer to
wildlife, driving off-road).
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o Report any incidents immediately (e.g., injured or dead animals, irresponsible
behavior by other visitors, rule breaches).

Your Tasks: Preparing for Wildlife Guiding in Uganda
To help you prepare your wildlife guided tours effectively in Uganda, here are two tasks:

o Research wildlife watching opportunities in Uganda. Create a list of specific places
(e.g., national parks, wildlife reserves, or animal sanctuaries) and the key wildlife species
guests can expect to encounter there. For each, briefly outline the unique benefits
visitors will gain from that particular experience.

¢ Prepare a short commentary about a specific wildlife species commonly found in
Uganda (e.g., the African Elephant, the Uganda Kob, the Shoebill Stork, or the Mountain
Gorilla). Focus on its unique characteristics, conservation status, ecological role, and any
interesting facts or behaviors. Practice delivering this commentary to a colleague or
friend.

Marine Wildlife Tourism in Uganda (Lakes and Rivers)

While Uganda is landlocked, it boasts significant freshwater bodies like Lake Victoria and the
Nile River, which host unique aquatic wildlife. While not "marine" in the ocean sense, the
principles of responsible interaction with lake and riverine wildlife are identical.

Watching freshwater wildlife, such as specialized fish species, monitor lizards, crocodiles, or
various bird species along water bodies, has grown in popularity. Many of these species and
populations are vulnerable, whether recovering from overfishing or facing threats during critical
life stages like breeding or migration. As always, it's paramount that these tours are managed
responsibly, without disturbing or interfering with the wildlife. Tours should be enjoyable for
guests but never threatening or harmful to the animals.

Interpreting and Sustaining Uganda's Freshwater Habitats

While Uganda is landlocked, we have vast and vital freshwater ecosystems in our lakes and
rivers, which are rich in diverse aquatic life. Sustainable practices are just as critical for these
freshwater habitats as they are for marine environments. | recently listened to a very
informative podcast by Anna and Elias, which, though focused on whales and dolphins, offers
highly relevant lessons for guiding in Uganda's unique aquatic environments.

Lessons from the Podcast: Sustainable Wildlife Viewing

In the podcast, Elias and Anna discuss the challenges and importance of responsible wildlife
viewing. Anna shares her experiences leading whale and dolphin watching trips, noting that
sometimes the pressure to guarantee sightings leads to practices that harm the animals.
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"I've witnessed boats traveling at high speed or getting too close," Anna recounts. "The loud
noise is extremely stressful for the animals, and sometimes they're even hit by propellers and
seriously injured."

This highlights a key dilemma for guides: balancing guest expectations with the imperative of
nature conservation.

Anna's solution, which is highly applicable to Uganda's freshwater environments, centers on
education. She emphasizes that the focus should shift from merely seeing the animals to
fostering a conservation ethic. "We have to get to the point where the focus is no longer on the
actual viewing, but on developing a conservation ethic," she states.

Elias agrees, suggesting the approach should center on the needs of individual species,
educating groups about their endangered status and what people can do to help. Anna adds
that providing insights and background information helps guests connect with the natural
world, understanding that human actions influence the well-being of other species. This deeper
engagement, she argues, not only motivates guests to contribute to conservation but also
increases the likelihood of successful wildlife encounters, as undisturbed animals are more
likely to reveal themselves.

This conversation underscores that as guides in Uganda, our role extends beyond pointing out
animals; we are conservation educators and facilitators of a deeper connection to nature.

Your Role in Sustaining Uganda's Aquatic Life

The principles discussed are directly relevant to guiding experiences on Lake Victoria, Lake
Albert, the Nile River, and other major water bodies in Uganda. Our "marine habitats" are
freshwater, but the need for responsible interaction remains the same.

¢ Educate for Conservation: Just like for whales and dolphins, our guided boat trips for
birdwatching, exploring lake life, or observing crocodiles should prioritize the well-being
of the species. Explain the ecological roles of species like the Nile Perch or the Shoebill
Stork, their conservation status, and the threats they face (e.g., pollution, overfishing,
habitat degradation).

¢ Responsible Boat Conduct: Emphasize maintaining safe distances from wildlife,
especially sensitive species or nesting birds. Discuss the impact of engine noise and
speed. Ensure boat captains are well-briefed on responsible viewing protocols.

e Manage Expectations: Be transparent with guests that wildlife sightings are not
guaranteed. Focus on the overall experience of being in a natural environment and the
chance to learn about Uganda's aquatic ecosystems.
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Promote Local Conservation: Share stories of local conservation efforts around our
lakes and rivers, such as community-led initiatives for wetland protection or sustainable
fishing practices. Encourage guests to support these efforts where possible.

Foster Connection: Help guests develop a personal connection to Uganda's freshwater
biodiversity. Explain how their visit contributes to the preservation of these unique
habitats.

Your Tasks: Protecting Uganda's Aquatic Treasures

Following Anna and Elias's valuable insights, here are two exercises to prepare you for your

next tour:

Research Uganda's freshwater habitats and their key species. Identify some common
threats and conservation issues facing these ecosystems (e.g., Lake Victoria's cichlids,
the Nile crocodile, specific wetland birds like the Shoebill).

Prepare a short boat-based presentation (suitable for a cruise on Lake Victoria or a
launch trip on the Nile). Include interpretive material, fascinating stories, and engaging
anecdotes about one or two key freshwater species you'd likely encounter. Practice
delivering this presentation to a colleague or friend, focusing on how you'd convey the
importance of sustainable viewing and conservation.

Adventure Tourism

Adventure tourism is a specialized form of tourism that involves exploration or travel with a

degree of risk (which can be real or perceived) and often requires physical activity, specialized

skills, and engagement with a natural environment.

It goes beyond traditional sightseeing to offer travelers unique and often challenging

experiences that push them out of their comfort zones. Key characteristics include:

Physical Activity: This can range from moderate (like hiking or cycling) to high-intensity
(like mountaineering or white-water rafting).

Natural Environment: Activities typically take place in natural settings such as
mountains, forests, rivers, lakes, deserts, or coastal areas.

Cultural Immersion: Often, adventure tourism also involves a significant element of
cultural exchange and interaction with local communities, especially in remote or less-
visited areas.

Risk (Real or Perceived): The element of risk is central, providing a sense of excitement
and accomplishment. This risk can be managed and mitigated through proper
preparation, equipment, and professional guiding.
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¢ Personal Growth: Participants often seek personal challenge, self-discovery, and a
deeper connection with nature and themselves.

Adventure tourism is often categorized into:

o Hard Adventure: Involves high levels of risk, specialized skills, and significant physical
exertion (e.g., mountaineering, extreme white-water rafting, caving).

o Soft Adventure: Involves moderate levels of risk and physical activity, generally
requiring less specialized skills (e.g., guided hikes, gentle kayaking, scenic drives, wildlife
safaris with comfortable accommodation).

Crucially, modern adventure tourism is strongly linked to sustainability, aiming to minimize
environmental impact, support local economies, and preserve natural and cultural heritage.

Lesson 1: Guiding Adventure Tours in Uganda

Adventure tours are incredibly popular, especially with European travelers, with over 100
million such trips taken to other countries each year. These tours significantly boost local
economies, as adventure tourists typically spend a substantial portion of their travel budget
directly in the destination (estimated at around €350 per day per visitor). This makes them a
vital segment for Uganda's tourism sector.

Adventure tours typically combine at least two to three core elements: physical activity, an
immersive nature experience, and a rich cultural encounter. People embark on these journeys
to improve their mental and physical well-being, de-stress, and boost their physical fitness.

Understanding Adventure Tour Customers
Customers on adventure tours often fall into two main age groups with distinct preferences:

e Younger Age Group (18-44 years): These guests are generally well-educated and have
disposable income. They are often drawn to tours that include at least one high-risk
activity, seeking adrenaline and pushing their limits.

e Older Age Group (45-70 years): This demographic tends to prefer low-risk activities but
still seeks physical challenges. While they desire comfort, they usually prioritize quality
over luxury (e.g., quiet nights, fresh air, high-quality beds, and air conditioning).

Essential Requirements for Adventure Tour Guides in Uganda

Guiding adventure tours demands a comprehensive skill set. For guides in Uganda, these
requirements are particularly crucial:

e Content Knowledge: A deep understanding of Uganda's natural and cultural history is
vital for interpreting the environment and local traditions.
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¢ Technical Competency: Possess the necessary technical abilities and sport-specific
certifications required for the activities you're guiding (e.g., whitewater rafting
certification, advanced trekking skills).

¢ Wilderness Medicine & First Aid: Be trained in wilderness medicine and certified in first
aid to competently respond to medical emergencies in remote or challenging
environments.

e Customer Service: Provide personalized support and advice while effectively leading the
entire group, ensuring every guest feels valued and safe.

e Sustainability: Embrace sustainability as a core value, always aiming to minimize
environmental impacts and promote responsible tourism practices.

Integrating Adventure Activities into Standard Ugandan Tours

As tour guides, we can enhance standard package holidays or circuit tours in Uganda by
thoughtfully incorporating adventure activities. Here's how:

Management

o Tailor Activities: Identify suitable adventure activities that align with your guests'
physical conditions and needs. This means blending nature experiences, physical
movement, and cultural immersion appropriately for the group.

o Flexibility: Be prepared to adapt tour plans and itineraries based on unforeseen
circumstances, such as weather changes or guest preferences.

o Risk Management: This is paramount for adventure tours. Guides must ensure
customer safety, especially when high-risk activities are involved. This requires a
thorough risk assessment for each tour and ensuring adequate liability insurance
coverage. Always confirm with your tour operator what insurances are in place.

Communication

¢ Comprehensive Information: Provide clear and accessible information about Uganda's
environment, culture, and nature. Tailor your communication to suit all age groups,
from children to elderly guests.

o Engaging Approach: Adopt a direct and communicative style. Promote activities with
captivating stories, vivid pictures, and exciting videos, but always clearly communicate
any associated challenges and risks.

¢ Personalized Advice: Offer individualized recommendations to guests, such as
suggesting a different route for a specific challenge, a remote snorkeling spot (if
applicable to a lake/river activity), or a rock-climbing opportunity (if available and low-
risk) during their free time.
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¢ Healthy Choices & Culture: Provide information on healthy choices, such as advising on
healthy nutrition and explaining the caloric value of traditional Ugandan dishes. Refer to
local traditional foods and their cultural significance, embedding elements of Uganda's
intangible cultural heritage into the dining experience.

Adventure tours in Uganda offer thrilling and exciting experiences, but they demand meticulous
preparation. Here are two final tasks to help you get ready:

e Research tour operators' guidelines, requirements, and insurance policies for
conducting adventure activities on tour in Uganda. Understand what protocols they
have in place to ensure safety and compliance.

¢ Plan and prepare an adventure activity for a group in Uganda. This activity should
include a physical challenge, a nature experience, and a cultural element. Describe how
you would differentiate this activity to cater to the diverse physical conditions and
needs of your customers.

Congratulations! You have successfully completed the final learning unit in the "Digital Tour-
Guiding" course. | trust you've gained valuable insights, and | wish you immense success in your
future guiding projects in Ugandal

Lesson 2: Guiding on Sports Tourism in Uganda

Sports tourism in Uganda involves traveling to a destination to engage in or witness a sporting
activity or event. This can mean guests actively participating in physical exercise for recreation
or competition, or attending major sporting events. It's a unique blend of activity, people, and
place, combining movement with interaction within a tourist destination, and engaging related
service providers and local communities.

Types of Sports Tourism in Uganda

e Passive Sport and Sports Event Tourism: This doesn't involve active participation but
rather visiting sporting events of various sizes or places of historical significance.

o Examples in Uganda: Attending a local Uganda Premier League football match
at the Mandela National Stadium, watching a national rugby fixture, or visiting a
sports museum or exhibition dedicated to Uganda's athletic heroes. While
Uganda doesn't host events like the Olympics or Formula 1, smaller, culturally
rich events can be equally engaging.

Integrating Sports Activities into Standard Ugandan Tours

Standard tours in Uganda, which aim to provide insight into the country's culture, history, and
nature, offer excellent opportunities to incorporate both intangible sport-related cultural
heritage and encourage gentle physical activity among guests.
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Depending on participants' interests, needs, and physical condition, a range of activities can be

seamlessly integrated into a tour, stimulating intercultural learning and sensory experiences.

Presentations on Ugandan Sports: Share insights into typical Ugandan sports (like
football, athletics, or netball), major national sports events (e.g., the annual Masaza
Cup for football, or marathons), and famous Ugandan sports personalities with
international recognition (e.g., Joshua Cheptegei in athletics, or past boxing champions).
Draw comparisons and connections to the visitors' home country and their types of
sports.

Attending Local Sporting Events: Organize visits to a local sports event or tournament.
This could be a lively local football match, a traditional boat race on Lake Victoria, a
cultural dance festival that involves significant physical movement, or even a school
sports day. These experiences offer authentic connection to local communities and their
intangible heritage.

Soft Adventure Activities: Integrate gentle physical activities into your tours. This could
include:

o Walking tours through historical sites or bustling city markets (like Owino
Market in Kampala).

o Stretching or light gymnastic sessions during or after long coach rides, perhaps
at a scenic viewpoint, to relieve tension and improve group dynamics.

Activities Linking to Intangible Cultural Heritage: Provide engaging and participative
experiences that connect guests to Uganda's rich cultural traditions through physical
activity.

o Examples: Participating in a traditional dance lesson (e.g., Kiganda dance), a
simple yoga session in a serene natural setting, or trying out traditional archery
with local instructors.

Your Tasks: Preparing for Sports Tourism in Uganda

After this overview of sports tourism and how we, as guides, can prepare for such tours, here

are some closing tasks for you:

Research a well-known Ugandan sportsperson. Write a short commentary about this
individual, covering their upbringing, career highlights, and international success. Draw
connections or comparisons to the visitors' country (e.g., tournaments they attended, or
their level of success compared to international athletes). Practice presenting this
commentary to a colleague or friend.

Plan and prepare a sport-themed activity for your group in Uganda. Consider your
customers' needs and physical conditions, as well as incorporating intangible cultural
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elements in your planning. Think about where and how this activity would fit into a
standard tour itinerary.

Lesson 3: Guiding Hiking and Cycling Tours in Uganda

Hiking and cycling tours are becoming increasingly popular in Uganda, just as they are globally.
They offer a fantastic way for visitors to immerse themselves in our stunning natural landscapes
and experience the country's diverse beauty up close. Over the last decade, guided hiking tours
have steadily risen in popularity, now making up a significant portion of group tourism, with
numerous tour operators specializing in options from beginner-friendly routes to advanced
expeditions.

Different Forms of Hiking and Cycling Trips in Uganda
Here are some ways these tours can be shaped in Uganda:

¢ In Extreme Areas: For the adventurous, this could involve challenging treks in the
Rwenzori Mountains, multi-day hikes through Mount Elgon National Park, or strenuous
bike trails through rugged terrain.

o Combined with Regional Educational Circuits: Integrate the physical activity with
learning about our unique regions. Think coastal hiking along the shores of Lake Victoria
or Lake Albert, or exploring the varied landscapes of the Great Rift Valley.

e Combined with Regional Culinary Themes: Blend physical activity with Uganda's rich
flavors. Imagine "Coffee & Cycle" tours through plantations in Bugisu, or "Hiking &
Local Delicacies" experiences in rural communities, stopping to taste regional dishes like
luwombo or matooke.

¢ Combined with Transport: Facilitate ease of access and varied experiences. This could
be "Safari & Hike" (driving to a national park then embarking on a guided nature walk),
"Boat & Cycle" (ferrying across a lake to cycle on islands like Ssese), or "Rail & Hike" if a
scenic train route is available.

¢ Health-Related Trips: While not as common in organized group tourism, there's
potential for health-focused hiking or cycling under medical supervision, perhaps for
wellness retreats in serene natural settings.

Understanding Customers on Hiking and Cycling Tours in Uganda

Customers choosing a group hiking or cycling tour in Uganda are typically drawn to two main
aspects: a desire to immerse themselves in nature and a strong preference for the group
experience over individual travel. They see themselves as part of a team, looking out for each
other, and are motivated by movement and physical activity.
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This target group usually falls between 30 and 55 years old, possesses a strong affinity for
exercise and sport, and seeks both physical activity and relaxation amidst Uganda's natural
beauty.

Essential Requirements for Hiking and Cycling Guides in Uganda

For guides leading these types of tours, your role goes beyond simply providing information;
you function more as a moderator, fostering group spirit and dynamic. Key additional skills
include:

o Excellent Physical Condition: You need good general fitness and stamina to lead the
group effectively.

¢ Superior Navigation Skills: A strong sense of direction in diverse Ugandan terrains is
essential.

¢ Map and Compass Proficiency: The ability to confidently orient yourself using a
compass and read detailed maps is critical for safety and efficient route finding.

¢ In-depth Local Knowledge: Very good knowledge of the specific local area, including
trails, points of interest, potential hazards, and emergency services, is paramount.

Expert Advice: Guiding Hiking and Cycling Tours in Uganda

| understand that not everyone is a seasoned athlete. To ensure you get the best advice on
leading hiking and cycling tours, I've brought in insights from a podcast featuring experienced
guides Anna and Elias. Their discussion offers practical wisdom, much of which is highly
applicable to guiding these activities in Uganda.

Key Considerations for Hiking and Cycling Tours in Uganda
Anna and Elias highlight several crucial points for successful and safe tours:
e Guest Health and Safety are Paramount:

o Elias: "The health of all participants has top priority. As tour guides, we have to
consider health and safety requirements, and that means being very well
prepared."

o Ugandan Context: This is especially true for tours in varied terrain, from the hills
of Kigezi to the slopes of Mount Elgon. Always have a clear understanding of
your guests' physical conditions and any pre-existing health concerns.

e Thorough Route Preparation:
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o Elias: "l usually hike or cycle the trail once beforehand, so | get maps and plan a
route. This, of course, includes places to take a break and spots with great views
for photos."

o Ugandan Context: Pre-scouting routes is crucial. This helps you identify safe
paths, potential hazards (like uneven terrain, river crossings, or local community
interactions), and optimal rest stops with scenic vistas — think views of the Nile,
Lake Bunyonyi, or the rolling hills of Ankole.

Weather Preparedness:

o Anna: "What do you do when you're in areas where it rains a lot and there's a
high chance you'll get caught in the rain?"

o Elias: "You usually have the right equipment, like rain gear. If it gets really bad,
it's good to have sourced shelter options in advance or shortcuts so we can get
back quickly."

o Ugandan Context: Uganda's climate varies. You must be informed about
seasonal rains, especially in rainforest regions or during specific months. Always
check local weather forecasts and consult with local guides about trail conditions
and potential issues like landslides in mountainous areas (e.g., in the Kigezi or
Rwenzori regions).

Guide Fitness and Pacing:
o Anna: "You also need to be quite fit to do a guided tour like that, right?"

o Elias: "Yes, you don't have to be a top athlete, but it's important to be in good
physical condition. However, the pace of the guided tour always depends on the
guests. The guests set the pace, never us tour guides."

o Ugandan Context: While you need to be fit enough to lead, remember that your
guests' comfort is key. Be prepared to adjust the pace for slower individuals,
ensuring everyone enjoys the experience without feeling rushed or left behind.

Group Management:

o Elias: "l always designate one person to stay at the back of the group, so | can
see that no one has got lost. That works well."

o Ugandan Context: This 'sweep' system is vital, especially on longer trails or in
areas with dense vegetation. Ensure communication within the group and
periodically check on everyone's well-being.

Essential Equipment:
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o Elias: "Generally, you need functional clothing for all weather conditions... sun
protection, sunglasses, or warm clothing in colder regions."

o Anna:"lt's also important to drink and eat enough. And, of course, as a tour
guide, you'll need your instruments for navigation — maps and a compass or
GPS."

o Elias: "Absolutely right. Then add first aid equipment, especially blister plasters.
Very important."

o Ugandan Context:

= Clothing: Be ready for heat, humidity, sun, and rain. Lightweight,
breathable, quick-drying clothing is essential. Layers are key for varied
altitudes.

= Hydration/Snacks: Carry ample water, especially in hot conditions, and
energy-boosting snacks.

» Navigation: While local knowledge is critical, always have physical maps
and a reliable GPS device, as phone signal can be intermittent in remote
areas.

» First Aid: A comprehensive first aid kit, with specific attention to blisters,
minor cuts, and insect bites, is non-negotiable.

» Footwear: For hiking, sturdy, broken-in hiking shoes appropriate for
varied terrain (from muddy trails to rocky paths) are a must.

» Cycling: Helmets are mandatory for safety. Ensure bikes are well-
maintained and meet all safety standards. A small repair kit (tire patches,
pump, basic tools) is highly recommended.

Elias concludes, "These are just a few small things that one can do that can have a very big
impact." This philosophy applies directly to ensuring safe, enjoyable, and well-managed hiking
and cycling tours across Uganda's beautiful landscapes.

Ready to Lead Hiking and Cycling Adventures in Uganda?

Whether you're already guiding walking and cycling tours or eager to start, these tasks will help
you begin your preparation right away.

Plan Your Next Adventure

1. Become a Specialist: Research training providers and opportunities in Uganda for
becoming a certified hiking/trekking or cycling specialist. Look into organizations like the
Uganda Tourism Board (UTB), local guiding associations, or adventure tourism
companies that offer specialized training.
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2. Map a Local Hike: Plan and prepare a short hike (maximum 45 minutes) in the
surroundings of your hometown or a familiar area in Uganda.

o Use appropriate maps to set the route and identify ideal spots for short breaks.
o Determine if it's a circular hike or if a drop-off/pick-up point is needed.

o Assess emergency access in case of an accident and check mobile phone
coverage along the route.

o Create a list of special features to highlight, such as unique plants, local wildlife,
or scenic viewpoints.

3. Bad Weather Contingency:

o How could you shorten your planned hike if the weather turns bad (e.g., sudden
heavy rain, extreme heat)?

o What alternative cultural program could you offer your guests to replace the
hike if it becomes unfeasible due to weather?

Integrating Hiking into Standard Tours

Even on standard tours focused on major attractions, incorporating some form of hiking, a
gentle walk, or a short promenade can significantly enhance the nature experience and group
dynamics. Walking helps relieve tension and fosters better communication among participants,
allowing them to connect more deeply with Uganda's landscapes and each other.

Lesson 4: Understanding UNESCO World Heritage Sites: A Guide's Role
in Uganda

Now that we understand the growing importance of sustainability in tourism and how it applies
to our businesses, let's explore some of the world's most cherished places: UNESCO World
Heritage sites.

When tourism at these properties is managed sustainably, it can profoundly benefit both the
site itself and the surrounding communities, socially and economically. As a tour guide in
Uganda, you have a crucial role to play in interpreting this invaluable heritage and ensuring
your guests make the most of their visit while respecting local cultures and the integrity of the
site.

The World Heritage Convention: Its Genesis and Purpose

The World Heritage Convention is an international treaty adopted by UNESCO in 1972. Its core
aim is to identify and protect the world's cultural and natural heritage considered to be of
"Qutstanding Universal Value."

223



World Heritage status, coupled with sustainable tourism, has the potential to transform the
lives of those living in and around these sites, fostering a sense of pride and providing economic
opportunities.

What Makes a Site Worthy of World Heritage Status?

To be included on the UNESCO World Heritage List, a property must possess Outstanding
Universal Value (OUV) and meet at least one out of ten stringent selection criteria.

Outstanding Universal Value is a foundational concept of the Convention. It means a property
holds cultural and/or natural significance so exceptional that it transcends national boundaries.
It is of common importance for all humanity, both for present and future generations.

The criteria are regularly reviewed by the World Heritage Committee to reflect the evolving
understanding of heritage itself. Some examples include:

e Criterion I: Masterpiece of Human Creative Genius.

o Example: The Angkor World Heritage site in Cambodia is a prime example. This
archaeological park, spanning around 400 km?, contains the magnificent remains
of the Khmer Empire's capitals from the 9th to the 15th century, showcasing
unparalleled human artistry and architectural brilliance.

e Criterion lll: Unique or Exceptional Testimony to a Cultural Tradition or Disappeared
Civilization.

o Example: The rock art at Twyfelfontein World Heritage site in Namibia provides
a high-quality record of the ritual practices of hunter-gatherer communities in
southern Africa over at least two millennia, offering unique insight into a past
civilization.

o Criterion X: Most Important and Significant Natural Habitats for Biodiversity
Conservation.

o Example: The Colchic Rainforests and Wetlands World Heritage site in Georgia
is incredibly rich in biodiversity, boasting around 1,100 species of plants
(including 44 threatened vascular species) and nearly 500 species of vertebrates,
highlighting its global significance for conservation.

Did you know? There are currently 1,154 properties inscribed on the World Heritage List across
167 countries.

How many World Heritage sites are inscribed in Uganda? (As of the current date, Uganda has
3 UNESCO World Heritage Sites: Bwindi Impenetrable National Park, Rwenzori Mountains
National Park, and Kasubi Tombs).

The Process of Inscribing a Site on the UNESCO World Heritage List
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Inscribing a site on the World Heritage List is a rigorous, multi-step process:
1. Step 1: Inventory by the Country

o A country first creates an inventory of its significant heritage sites and compiles a
Tentative List of places it intends to propose for inscription.

2. Step 2: Site Selection and Management Plan

o The country then selects a specific site from its Tentative List and ensures a
robust management plan is in place to protect and conserve it.

3. Step 3: Detailed Nomination File Submission

o A comprehensive file of information about the site is submitted to the UNESCO
World Heritage Centre. This includes its history, values, and detailed plans for its
long-term management and conservation.

4. Step 4 & 5: Advisory Body Evaluation and Visit

o Once the file is complete, UNESCQO's Advisory Bodies (like ICOMOS for cultural
sites and IUCN for natural sites) conduct a technical mission to the site. They
rigorously evaluate its values, authenticity, integrity, and management
framework.

How long does this process take? It takes a long time! The duration varies significantly based
on factors like the quality of the nomination file, the country's capacity to manage the process,
and the complexity of the nomination (e.g., serial inscriptions involving multiple countries can
take longer). Some sites have waited as long as 25 years to be inscribed on this prestigious list.

What Happens After Inscription?

Inscription on the World Heritage List is not an end, but the beginning of a continuous journey.
While UNESCO provides monitoring, technical assistance, and knowledge sharing, the ultimate
responsibility for conservation rests with the States Parties (the countries that own the sites).

Inscription significantly raises awareness among citizens and governments about the
importance of preserving the property. Countries may also receive financial assistance and
expert advice from the World Heritage Committee to support their conservation efforts.

If you guide visitors at Uganda's magnificent natural World Heritage sites (like Bwindi
Impenetrable National Park or Rwenzori Mountains National Park), understanding this process
deepens your appreciation for their global significance.

Test Your Knowledge!

Before we conclude this lesson, let's quickly check your understanding:
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e To be designated a World Heritage site, a property must meet how many of the
selection criteria? (Answer: at least one)

We hope this lesson has helped you gain a better understanding of the World Heritage
Convention and its key principles. Next, we'll explore how you, as a guide, can actively help
protect these outstanding places.

Safeguarding World Heritage Through Tourist Guiding

Welcome to Lesson 4, where we'll delve into the challenges of managing and protecting World
Heritage properties and highlight the crucial role tourist guides play in their safeguarding.

World Heritage Under Threat

World Heritage is the collective property of all humanity, making its protection a shared
responsibility. Unfortunately, numerous threats imperil the conservation of these irreplaceable
sites. The List of World Heritage in Danger serves to alert the international community to
conditions that threaten the very characteristics for which a property was inscribed, urging
immediate corrective action. These threats can range from armed conflict and natural disasters
to unchecked development and, sometimes, even unsustainable tourism itself.

Lesson 5: Threats to Uganda's World Heritage Sites: Learning from
Global Conservation

What kinds of threats can put Uganda's globally significant World Heritage sites at risk? While
Uganda doesn't have coral reefs, we can draw valuable lessons from the compelling case of the
Belize Barrier Reef, the world's second-largest coral reef. In 2009, this magnificent natural
wonder was added to the UNESCO List of World Heritage in Danger.

The primary concerns that led to its inscription on the Danger List were:

¢ Uncontrolled Private Development: The sale of land within the protected property for
private development posed a direct threat to its ecological integrity.

¢ Mangrove Destruction: The clearing of vital mangrove forests, which act as crucial
nurseries for marine life and natural buffers against storms, severely impacted the reef
ecosystem.

o Offshore Oil Exploration: The threat of oil extraction near the reef presented a
catastrophic risk of pollution and irreversible damage to its fragile biodiversity.

This case offers critical parallels for Uganda's own World Heritage sites, such as the Bwindi
Impenetrable National Park, the Rwenzori Mountains National Park, and the Kasubi Royal
Tombs.

Applying the Lessons to Uganda's Heritage
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While our ecosystems differ, the types of threats and the solutions needed are similar:

e Uncontrolled Development: Just like the Belize Barrier Reef faced private development,
Uganda's World Heritage sites can be threatened by encroaching human settlements,
infrastructure projects, or even tourism facilities that are not properly planned or
regulated. This can lead to habitat loss, fragmentation, and increased human-wildlife
conflict.

o Habitat Destruction: The destruction of mangroves in Belize mirrors threats to crucial
habitats in Uganda. This includes deforestation impacting the gorillas of Bwindi, or
wetland degradation around our national parks that affects biodiversity and water
sources.

o Resource Exploitation: The threat of offshore oil exploration in Belize parallels concerns
about resource extraction (like mining, logging, or even illegal poaching) in or near
Uganda's protected areas. Such activities can cause pollution, disrupt delicate
ecosystems, and threaten endangered species.

A Positive Outlook: The Power of Collaborative Conservation

However, the Belize Barrier Reef story has a positive outcome. Thanks to a collaborative and
sustained effort to address these threats and implement necessary legislative measures to
safeguard the reef's health in the face of a changing climate, it was removed from the Danger
List in 2018.

This demonstrates that focused conservation efforts, strong policy, and community
involvement can reverse negative trends and protect these irreplaceable treasures for future
generations. For Uganda, this means continued vigilance, community engagement around our
World Heritage sites, and strong enforcement of conservation laws are vital for their long-term
preservation.

Lesson 6: Enhancing World Heritage Tours: Your Role as a Guide in
Uganda

As a tourist guide in Uganda, your role is multifaceted: you research, stimulate interest, explain,
show, connect, and much more. You are truly the goodwill ambassador of the World Heritage
destination you represent, an expert on its diverse cultures, heritage, customs, and traditions.
Visitors often spend more time with you than any other local tourism partner, making your
ability to present the area in its best light crucial.

You play a vital role in:

e Contributing to the World Heritage Convention’s goals: Helping to ensure these global
treasures are protected and celebrated.
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Raising visitor awareness: Educating guests about the immense value and fragility of
heritage, conservation issues, and responsible behavior at sites.

Improving site management: Contributing to better site management practices and
helping to mitigate potential threats.

Guaranteeing high-quality experiences: Ensuring a consistent and enriching visitor
experience that meets international standards.

When guiding at Uganda's World Heritage properties (like the Kasubi Royal Tombs, Bwindi

Impenetrable National Park, or Rwenzori Mountains National Park), you can make your tours

more interesting and insightful by:

Explaining: Clearly articulate why the property is inscribed on the World Heritage List —
its Qutstanding Universal Value (OUV). For Kasubi Tombs, explain its OUV as a
masterpiece of Ganda traditional architecture and a symbol of the Buganda Kingdom's
living heritage. For Bwindi or Rwenzori, explain their OUV as critical habitats for
biodiversity, particularly mountain gorillas.

Educating: Inform guests about relevant rules, expected behavior, and local beliefs,
traditions, and customs. For example, explain the cultural significance of removing shoes
at Kasubi Tombs or the rules for gorilla trekking in Bwindi.

Raising Awareness: Highlight the value and fragility of the heritage and discuss ongoing
conservation challenges and efforts.

2022 marked the 50th Anniversary of the 1972 World Heritage Convention, under the theme:
"World Heritage as a source of resilience, humanity, and innovation." As the world recovers

from recent global crises, we're prompted to reflect on what values and treasures should be

passed down to future generations.

Other UNESCO Designated Sites in Uganda (and beyond)

While World Heritage sites are the most widely known, UNESCO recognizes other types of

properties, protected areas, and cities that contribute to global sustainability and cultural

understanding:

UNESCO Biosphere Reserves: These are "learning places for sustainable development,"
providing local solutions to global challenges. They integrate three functions: conserving
biodiversity and cultural diversity, promoting socio-culturally and environmentally
sustainable economic development, and providing logistic support through research,
monitoring, education, and training. Uganda could explore opportunities for such
designations.

UNESCO Global Geoparks: These are unified geographical areas where sites and
landscapes of international geological significance are managed with a holistic concept
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of protection, education, and sustainable development. Uganda's Rift Valley landscapes
or volcanic regions could potentially host future geoparks.

e UNESCO Creative Cities Network (UCCN): This network comprises cities collaborating to
place creativity and cultural industries at the heart of their local development plans,
actively cooperating internationally. Kampala or other Ugandan cities could aspire to
join this network, highlighting their vibrant arts, music, or craft scenes.

Importantly, UNESCO also emphasizes safeguarding living heritage, or intangible cultural
heritage, through its Convention for the Safeguarding of the Intangible Cultural Heritage. In the
next section, we'll delve into how tourist guides can contribute to this vital mission in Uganda.

Safeguarding Living Heritage: Your Essential Role

In this section, we'll discuss living heritage, its unique characteristics, and why its protection
and transmission are crucial for all of us.

When travelers visit Uganda, they often seek to engage with local communities to discover and
learn about our rich local culture, diverse gastronomy, intricate handicrafts, vibrant arts,
traditional practices, and other local cultural expressions. These are all examples of what
constitutes "Living Heritage" or "Intangible Cultural Heritage."

As a tourist guide, you are the primary link between curious tourists and the local communities
who wish to share their heritage. Therefore, it's absolutely crucial for you to understand the
local living heritage surrounding your tour sites in Uganda to effectively share it and participate
in its safeguarding.

What Exactly is Living Heritage?

The UNESCO Convention for the Safeguarding of the Intangible Cultural Heritage identifies five
domains that define intangible cultural heritage:

e Oral traditions and expressions, including language (e.g., Ugandan storytelling,
proverbs, local languages)

e Performing arts (e.g., traditional Ugandan dances like the Bakisimba, Kiganda, Ndogi,
music, theatre)

¢ Social practices, rituals and festive events (e.g., traditional Ugandan ceremonies,
marriage rituals, harvest festivals)

¢ Knowledge and practices concerning nature and the universe (e.g., traditional Ugandan
farming methods, indigenous medicine, understanding of local flora and fauna)

o Traditional craftsmanship (e.g., barkcloth making, basket weaving, pottery, traditional
attire like Gomesi and Kanzu, wood carving in Uganda)
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The true importance of intangible cultural heritage lies not just in the cultural manifestation
itself, but in the wealth of knowledge and skills transmitted through it from one generation to
the next. Understanding the intangible cultural heritage of different communities in Uganda
helps foster intercultural dialogue and mutual respect for diverse ways of life.

Living heritage has four key characteristics:

1. Traditional, Contemporary, and Living: It's rooted in the past but is dynamic, constantly

evolving and being transformed by communities. It lives in harmony with society's
rhythm and is continuously enriched by its practitioners' changing environment.

Inclusive: We may share expressions of intangible cultural heritage that are similar
across different communities. This heritage contributes to our sense of identity and
continuity, linking our past, present, and future, making individuals feel part of a
community or even society at large.

Representative: Intangible cultural heritage isn't valued for its exclusivity or exceptional
value but thrives on its community basis. Its survival depends on those who possess and
pass on knowledge of traditions, skills, and customs from generation to generation or to
other communities.

Community-Based: Intangible cultural heritage is only considered "heritage" when it's
recognized as such by the communities, groups, or individuals who create, maintain, and
transmit it. Without their recognition, no one else can decide that a given expression or
practice is their heritage.

Why Safeguarding Living Heritage is Crucial in Tourism

When embarking on a tour in Uganda, visitors don't just want to see sites or landscapes; they
want to experience cultural immersion. Part of the visiting experience is understanding the

cultural ecosystem of a geographical area that has guided communities over time. While this
can lead to very positive effects, it also has the potential to trigger negative ones.

POSITIVE IMPACTS: Visitor interest can draw attention to previously ignored or
neglected traditions. Community-driven tourism, in fact, often improves the livelihoods
of local communities and ensures the continued transmission of heritage.

NEGATIVE IMPACTS: Large flows of visitors can disrupt living heritage and threaten the
identity or cultural practices of bearer communities. When living heritage is reduced to
merely a tourist attraction, it can diminish its intrinsic meaning for local communities.

As a tourist guide in Uganda, you may not always be able to prevent all negative impacts of
tourism on living heritage, but you can be that crucial link that makes a significant positive

difference for the community. In the next section, we'll explore how you can actively support
living heritage through your tours.
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Including Living Heritage in Guided Tours

This lesson focuses on how tourist guides in Uganda can respectfully and appropriately

incorporate living heritage into their tours. We'll examine key steps to ensure this is done

effectively.

Tourist guides act as the vital connection between visitors eager to discover cultural heritage

and local communities willing to share their heritage. The ICH NGO Forum has developed

guidance on planning tourism activities involving living heritage. Here are some key

recommendations:

1.

2.

Involve Stakeholders: Directly involve intangible cultural heritage practitioners, groups,
and/or associations in the development and management of any tourism activities
related to their heritage. This ensures authenticity and community benefit.

Assess Impacts and Manage Risks: Collaborate with local communities to identify
potential impacts and what might constitute a threat to their living heritage. Avoid any
actions that risk its protection. Crucially, monitor and analyze the impacts of your tours
and adapt to better achieve community-identified goals.

Inform Third Parties (Including Visitors): As a tourist guide, you play a vital role in
raising awareness about safeguarding intangible cultural heritage. Educate visitors on
how this living heritage shapes livelihoods and emphasize their crucial role in the
respectful transmission of knowledge.

o When interpreting or educating guests about living heritage, always prioritize the
community's perspectives. Where possible, allow the community to share their
perspectives in their own voices. Always ensure your tours and guests adhere to
established codes of conduct or guidelines for the specific cultural sites or
communities.

Here are some examples of how you could include living heritage in your tours in Uganda:

Food/Culinary Tourism: Ask your group if they've tried local Ugandan cuisine. This
opens the door to discussing well-known and lesser-known dishes, promoting local
restaurants that serve them. If language is a barrier, suggest specific dishes in the local
language. Visitors, even the shyest, are likely to follow your advice if they know what to
order and where to go.

Local Arts and Crafts: Take a moment to point out local shops or markets where guests
can purchase meaningful, locally handmade Ugandan souvenirs. If any of these shops
offer craft-making workshops, enthusiastically recommend them as fun and immersive
activities.
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e Cultural Shows or Representations: Promote local events and performances (like
traditional dances, drumming sessions, or theatrical productions) if you believe they
offer visitors a deeper understanding of Ugandan culture. Even if an annual event has
passed, some visitors might wish to return specifically for it next year, so stay informed
about Uganda's cultural calendar.

e Local Businesses or Community-Led Places: Direct visitors to places like artisan craft
associations, community museums, or bars featuring great local music.

(For example, the Khmer Shadow Theatre in Cambodia, Sbek Thom, has evolved from a 15th-
century ritualistic activity to a contemporary art form, demonstrating how living heritage
adapts and thrives.)

When incorporating living heritage into your tours in Uganda, always be mindful of these
critical points:

o Respect its Dynamic Nature: Recognize that intangible cultural heritage is living and
evolving, not static. Be prepared to adapt your interpretations to reflect this dynamism.

¢ Avoid Misappropriation and Clichés: Do not promote cultural misappropriation or
reinforce stereotypes/clichés about local Ugandan culture. Living heritage should be
presented as the cultural wealth of a community, not merely an attraction.

¢ Prevent Over-Commercialization: Be vigilant against practices that could lead to over-
commercialization and decontextualization of living heritage. Remember, living heritage
is always deeply connected to its community.

e Support Child Labour Elimination: Actively help support the elimination of child labor in
tourism. Research fair trade shopping options and child-labor-free establishments
(outlets and restaurants) to recommend to your guests.

As a tourist guide in Uganda, you exert a strong influence on visitors and play a vital role in
helping them understand and respect our local culture. You are in a unique position to help
ensure that Uganda's intangible cultural heritage is not negatively impacted by tourism.

Congratulations! You've reached the end of the course. We hope it has helped you identify
practical ways to enrich your tours while supporting sustainable tourism in Uganda and
protecting our invaluable heritage. We hope you have found it useful and that you have

identified new ways in which you can develop and market your artisan business in a sustainable
way.

Further reading and resources

Thank you for taking this UNESCO course on sustainable tourism and heritage. We hope
the knowledge you have gained here will help you and your guests contribute to
safeguarding World Heritage and living heritage. If you are interested in learning more,
here’s some resources for additional reading:
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UNESCO World Heritage https://whc.unesco.org/
‘How to Guide’ World Heritage Sustainable Tourism
Toolkit http://whc.unesco.org/sustainabletourismtoolkit/how-use-guide

UNESCO Intangible Cultural Heritage https://ich.unesco.org/en/

ICH NGO Forum http://www.ichngoforum.org/

World Federation of Tourist Guides Association https://wftga.org/

Tourism for the Sustainable Development Goals https://www.unwto.org/tourism4sdgs

Glasgow Declaration on Tourism and Climate Change
http://www.oneplanetnetwork.org/

The European Travel Commission http://www.etc-corporate.org/publications
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