Critical skills needed by the tourism industry for 2010

By Adv. Don Leffler, of the Tourism, Hospitality & Sport Business School (THSBS)
Across the world, the universal communication tool is English and South Africa is losing out on new business opportunities such as hosting international call centre operations, such as have boomed in Ireland and India, because of our poor English skills, writes Adv. Don Leffler, of the Tourism, Hospitality & Sport Business School (THSBS).

In South Africa, English is the second or third language of the majority of our population. Our particular brand of English is not easily understood by tourists or, in many cases, by other South Africans. We do not pronounce or enunciate well and our diction is often shocking! Our telephonists, receptionists, tour guides, waiters and other “first contact” staff can be misunderstood. 

Tourists get irritated when they have to repeat themselves and will rate poor English as poor customer service.

Understanding this need, THSBS has developed a short Effective English Communication training programme aimed at improving diction – the pronunciation and enunciation – of front-line staff, including call centre staff and others.

The tourism industry should lead the way in improving customer service and business etiquette by equipping our people with these essential skills. 

A tourist guide, for example, must be able to communicate effectively with travellers from all countries if he/she wants to attract repeat business. Similarly, all front-end staff need good communication skills and must, in particular, be able to pronounce and enunciate clearly.

Successful Speech: A picture paints a thousand words! 
The THSBS English Communication Training programme has been developed by educators specialising in language and the dramatic arts. The course includes an understanding of technical aspects, such as breathing exercises, to improve our diction. The “Winning with Words” training programme explores the use of the voice and the art of articulation. The course investigates the dynamic use of consonants and vowel sounds to change accents and seeks to master an easy way with grammar.

Further information on THSBS’s “Winning with Words” English Communication training programme can be obtained from Cathy at 031 266 4027 or Don at 011 465 2843 or at info@tourismtraining.co.za Visit THSBS’s website at www.tti.co.za for information on other THSBS training programmes.
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