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INTRODUCTION
The Government of Timor-Leste has identified tourism as a priority sector, with the potential
to generate income and create jobs for the nation’s young population. Following almost
ten years of consistent stability, Timor-Leste is poised to emerge as a vibrant, unique and
attractive destination for intrepid travellers. Tourism in Timor-Leste is at the early stages of
development. Currently, Timor-Leste receives very low numbers of international visitors.
In order to prepare domestic tourism operators for the anticipated growing numbers of
tourists, the International Labour Organization (ILO), and its BOSS project in partnership
with the East Timor Development Agency (ETDA), has developed this training program.
ETDA is a locally based, independent and non-profit training organization. ETDA’s primary
aim is to strengthen the capacity of the Timorese people so they can play an integral and
active role in developing and improving Timor-Leste. The ETDA training team seek to live
out the organization’s motto “build our people, build our nation”, and have made a skilled
and enthusiastic contribution to the development of this tourism and hospitality training
program.
This program consists of three modules:
1. Understanding tourists and tourism
2. Food hygiene and preparation
3. Managing reception and housekeeping
This program has been specifically designed to meet the needs and constraints of tourism
operators working in Timor-Leste. It has been tailored for audiences such as local guesthouses,
restaurants, and operators of other tourism businesses. It uses locally sourced and tested
recipes, case studies, activities and business templates, and is designed to be practicable and
applicable to small business operators in rural locations. It has been developed in both English
and Tetum, and has been piloted in two districts, with good results. The publishing of this
training program represents the culmination of over two years work with ETDA. It is hoped
this training program will continue to aid in the development and expansion of the tourism
sector throughout Timor-Leste.
The International Labour Organization (ILO) and the Government of Timor-Leste’s
Institute for Business Support (IADE) implement the Business Opportunities
Support Services (BOSS) project. It is a private sector development project with
the core objectives of contributing to employment creation and income generation,
through a systemic approach to enterprise development.
One of the initiatives of the project is to support the development of the tourism
sector, and to improve tourism service delivery at the local level, enhancing local
and national industry representation and coordination, and supporting the
marketing of Timor-Leste as a tourism destination.
The BOSS project is funded by Irish Aid and NZAID.
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INFORMATION FOR PARTICIPANTS
Welcome to the participant manual: Understanding Tourists and Tourism for guesthouse
and tourism operators. This manual has been designed to accompany 3 days of practical
training, and to help you develop your existing skills and knowledge of the tourism industry
even further.
Keep this manual as a reference guide, and share the information with others in your
community who might find it useful.

What is in this participants manual?
In this manual you will find information, ideas and concepts to help you expand your
understanding of the tourism industry and how your community can work together to help
to build this industry.
At the back of the manual, you will find a glossary, which provides definitions of the key
words and concepts we have discussed at the training.
The best way for you to continue to develop your knowledge and skills is to practice what
you’re learning! You should not expect to remember and apply everything you’ve learnt
straight away, but keep your manual close at hand and consult it regularly when you are
practicing the things we have learnt about in training. Discuss your progress with other
guesthouse owners, and work together to improve your skills.

What topics are covered in this manual?
You might be the owner of a guesthouse or restaurant, a tour operator, or a walking guide.
Successful tourism operators understand what tourists and guests like and need, and are able
to balance this with the needs of the community, creating a successful and sustainable tourism
industry that we can all benefit from.
This manual covers:
•
•
•
•
•
•

Understanding tourists
Understanding culture
Communication
Customer service
Safety and security
The environment

This module is the first in a series of three training modules designed to assist guesthouse
owners and tourism operators with various aspects of running a successful tourism, food or
accommodation business. When you have completed this training module, you will be ready
to move on to the second module: Food Preparation and Service.

6 | Customer service 29

PART 1:
UNDERSTANDING TOURISTS AND TOURISM

In this section you will learn about what we mean by tourists and the tourism industry.
In order to succeed with operating a tourism-based business, we need to know who our
tourists are, where they come from, why they visit, what they need and like, and how
they find out about the services we provide.
When thinking about the Tourism industry of our local community, it is also vitally important
that we know whom this industry will involve and effect, and what the broader effects on
the local community may be.
When we understand tourist and tourism, we are in position to build a tourism business that
understands and targets the tourists we wish to attract, but also balances the needs of our
tourists and businesses with the needs of the local community.
By the end of this unit you should be able to:
•
•

Have an understanding and appreciation for who tourists are and why they visit.
Know who is involved and the effects of tourism on our local community.
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1.1. WHAT IS TOURISM?
Tourism is travel for many purposes, usually for a limited time.
Tourism is commonly associated with people going from one
country to another, but may also refer to another location within
the same country.
Tourism involves all activities that take people away from
their usual home for any reason.
The tourism industry is one of the largest industries in the world and for many countries it
employs many people and provides income for the country and its people.
Tourism has become a popular global leisure activity. People all over the world enjoy
discovering new places and meeting new people.
Tourism has a direct impact on the national revenue of regions and countries – it creates
work opportunities, industries, and investments that contribute to the country and their
people. Tourism encourages cultural exchange, and contributes to the history and traditions
of a country.

1.2. WHAT IS THE TOURISM INDUSTRY?
The tourism industry includes a diverse range of infrastructure and services that cater to
tourists’ needs, both foreign and domestic. This includes:
•
•
•
•
•
•
•
•

Accommodation
Tours
Museums
Local guides
Leisure facilities
Restaurants
Sporting facilities
Publications for tourism e.g. maps

It is a wide field that covers many different activities.
Remember, tourism is not defined by what we offer (products or services), but by
the tourist (who may or may not purchase these products and services).

1.3. WHO AND WHAT IS INVOLVED IN TOURISM AND THE TOURISM
INDUSTRY?
Tourism consists of many parts, which can be classified into three different categories:
1. Resources
2. Infrastructure
3. Services
These three elements are important in creating a successful tourism destination.
8 | Understanding tourists and tourism

•
•
•

Resources are the most important basic component of tourism. Without resources to
attract tourists and to create the desire to travel to a specific destination, there can be
no tourism. Resources can be natural or artificially created (man-made).
Natural resources: the sea, mountains, rivers, lakes, national parks and reserves. These
allow the practice of activities such as diving, trekking, river rafting, mountaineering,
climbing, and paragliding.
Cultural resources: temples, churches, old towns, palaces and squares, museums,
festivals, people, cultural performances, arts, handicrafts (wood carvings, stone
carvings, paintings).

Infrastructure (physical)
•
•
•

Transport infrastructure: roads, airports, trails, and bridges, which allow the
movement of tourists to the resource. Transport is the most important tourism
infrastructure, because without it tourists cannot come.
Hospitality infrastructure: places where tourists can find food and shelter in exchange
for payment, e.g. hotels, guest houses, homestays, lodges, and restaurants.
Other infrastructure: basic medical facilities, electricity, water, and communication
systems.

Understanding tourists and tourism | 9
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Resources (attractions)

Services
In order for resources and infrastructure to be used, some services are necessary:
•
•
•
•
•
•

Accommodation
Food & drink
Guides and travel organizers
Transport services – airlines, bus companies, taxis
Souvenir shops, workshops
Promotion of touristic resources

1.4. WHY IS TOURISM IMPORTANT?
So, what does all this mean for us? Why do we even need tourism?
Let’s think about some of the benefits of bringing tourism income into our community:
•
•
•
•

Tourism brings income and creates employment opportunities.
Tourism can lead to infrastructure development (roads, hospitals, communication
facilities).
Tourism income can help improve living standards.
Tourism means we can share our culture to with others, and also have the opportunity
to learn about other cultures.

Tourism can have many impacts. The two main areas we usually see are:
•
•

Economic impacts
Social impacts

The economy is the system that a country uses to produce and consume goods and services,
which affects how money and resources are acquired and used.
Economic impacts will affect this system in some way. Examples of economic impacts are
things like job creation or loss, business creation or failure, or the price of goods and services
(things you might buy in a market or eat in a café).
Society is the way people in a given community organize themselves and get along on a daily
basis. A society usually has shared laws, traditions and values upon which the members of
the society generally agree.
10 | Understanding tourists and tourism

It is important to understand that the impacts of tourism may not always be positive.

1.5. ECONOMIC IMPACTS OF TOURISM
The major benefit of tourism for a region or country is economic, as
it provides an opportunity for job creation and generation of revenue.
When a region or country develops as a tourist destination, the
local economy benefits because new jobs are created and visitors
bring more business to local shops and restaurants. If people are
employed in these new jobs they will have increased income and
will also spend locally.
However, negative impacts can also occur when a country becomes over-dependent on
tourism. When this happens, the economic and social problems caused by a recession in the
industry (when the numbers of tourists decline and the income to the country decreases as
a result) could be great.
Tourism can also sometimes have the effect of raising the price of goods and services in an
area, which causes difficulties for the local residents.

1.6. SOCIAL IMPACTS OF TOURISM
Tourism may also have social impacts on a particular area or region, which may be seen in
the effects on particular aspects of culture or tradition.
The interaction between tourists and the host community (locals) can be one of the factors
that may affect a community, as tourists may not be sensitive to local customs, traditions and
standards. Social impacts can also be positive or negative.

Positive social impacts
•
•
•
•
•

The local community can mix with people from diverse backgrounds with different
lifestyles may lead to positive changes in lifestyles learned through observing people
from another culture.
There can be an improvement in local life though better local facilities and
infrastructure (developed to grow tourism) which could lead to better education,
health care, employment opportunities, and increased income.
More cultural and social events may be available for local people, such as festivals,
entertainment.
Conservation of the local cultural heritage of an area (to attract and educate tourists)
may result in the re-growth of traditional crafts, architectural traditions and ancestral
heritage.
Increase in youth exchange programs and village tourism.
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Social impacts will affect the way a community operates in some way. Put simply, social
impacts affect the way we do things day-to-day. Examples of social impacts are things like
changes in dress, changes in communication (e.g. use of mobile phones), or changes in the
number of people who participate in a community tradition or event, or in way they choose
to participate.

Negative social impacts
•
•
•
•
•
•
•
•

The local infrastructure (roads, bridges, electricity or water supply) may not be able
to cope with the greater numbers created by tourism. Tourists use a lot of water and
create a lot of rubbish.
Poor sanitation may lead to diseases for both tourists and local population.
The local population’s activities and lifestyles may be impacted negatively by the
constant presence of tourists, leading to resentment and dislike of tourists.
The local population may imitate lifestyles or habits of tourists in a negative way
(smoking, swearing), or result in a loss of local customs and traditions as well as
standards of behavior.
There could be a loss of native languages and traditions.
Increased crime.
Traditional industries may be lost and local goods substituted for imported goods.
Tourists may act in anti-social manner, which could cause offence to the host nation
(inappropriate dress/behavior).
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Who in your community will help to make tourism successful?
For tourism to be successful it involves everyone in the community, village, district and
country.

•
•
•
•
•
•

Transport

Accommodation

Planes
Taxis
Buses
Ferries
Water taxi
Tuk-tuks

• Guest houses
• Eco lodges
• Hotels

Activities
•
•
•
•

Boat trips
Guided walks
Cultural tours
Visits to local
industry

Services
• Loja or kiosks
bakery
• Vegetable
growers
• Farmers
• Fishermen

1.8. RESPONSIBLE TOURISM
We want the tourism in our local community to have as many of
the positive economic and social impacts as possible, and as few
of the negative economic and social impacts as possible. That is,
we want all of the good things, and none of the bad!
So, how can we make this happen?
We need to focus on attracting and promoting tourism that is
responsible.
Understanding tourists and tourism | 13
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1.7. HOW CAN THE TOURISM INDUSTRY WORK TOGETHER?

Responsible tourism is tourism that generates greater economic benefits for local people and
enhances the well being of the local community. Like we learnt in section 1.5, this means
things like more jobs, more money in the community, and greater access to infrastructure
such as roads and services.
Responsible tourism is the kind of tourism that takes account of the needs of the local
community, and creates positive and meaningful connections between the local community,
and the tourists that visit. We know responsible tourism is taking place when:
•
•
•
•
•
•

Tourism is improving working conditions and access to opportunities to work in
tourism for the people that live within the community.
The local community are involved in decisions that may affect their lives, lifestyles
and livelihood.
Tourism is making positive contributions to the conservation of natural and cultural
heritage in the community.
Tourism is providing enjoyable experiences for tourists through more meaningful
connections with local people, and there is a greater understanding of local cultural,
social and environmental issues.
Tourism is culturally sensitive, encourages respect between tourists and the local
community, and builds local pride and confidence.
We want the tourism to be here.

1.9. WHAT IS A TOURIST?
We know what we mean by tourism and the tourism
industry, but what is a tourist?
A tourist is a person traveling to and staying somewhere
outside of their usual environment for leisure, business, or
another purpose.
A tourist is someone visiting our community who is from
somewhere else. This may be somewhere else in Timor-Leste,
or somewhere else in the world.
Now, stop for a moment and recall what we learnt in section 1.1 and 1.2:
•
•

Tourism is the name we give to traveling for leisure and business purposes.
The tourism industry means all the businesses and services that we set up to make
sure our guests (the tourists) have everything the need when they travel to our
community.

So how does it all fit together?

Tourists

Tourism industry

• Our guests
• People from
somewhere else

• Us!
• Our businesses
• Our services
• Our community
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1.10.WHO ARE OUR TOURISTS?
Who then, are the people that come to visit us from somewhere else? Who are
our tourists?
Tourists can be:
•
•
•
•
•
•

International tourists (foreigners who are visiting Timor-Leste on holiday).
Domestic tourists (malae who live and work in Timor-Leste and Timorese people
from another part of the country).
People who choose to leave their homes and travel to different places.
People who stay overnight, away from their normal home.
People who travel with a purpose, e.g. for relaxation, adventure, pilgrimage, sports,
hiking, diving.
People who pay for services, e.g. accommodation, food, beverages, tour guides,
transportation.
International

Domestic Timorese

Domestic malae

Where do our tourists come from?
Our tourists come all over the world. In Timor-Leste, we often meet tourists from places
such as:
•
•
•
•
•
•
•
•

Australia
New Zealand
Portugal
Indonesia
Other parts of Asia
South America
Europe
Other parts of Timor
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We (our businesses and our community) are part of the tourism industry, the
guests we take care of are tourists, and all of these things together are part of
tourism!

1.11.HOW DO OUR TOURISTS GET HERE?
Depending on where tourists are coming from, getting to Timor-Leste can sometimes be a
little complicated.
•
•
•

They may fly to Dili from Australia (Darwin), Singapore, or Indonesia (Bali or
Kupang).
They may cross the border in a vehicle (bus or car) overland at the border in Batugade.
They may come by boat.

Mostly, people arrive by plane (fly):
Sacato
876
Bobometo
555
Salele
1123

Batugade
10719

Seaport
703

How do tourists get to our village or district?
Travelling within Timor-Leste can sometimes be difficult and
challenging for foreign visitors. It can take a long time to get
to their destination, often due to the state of the roads or the
reliability of services to get there.
It can be difficult to get enough information to find places
tourists look for, and often tourists will need private transport
to get to you.
They may come by boat or water taxi, by car, by motorbike or
bus. Some may even hike or walk. But usually, they have been
traveling for a long time!

16 | Understanding tourists and tourism
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In 2012, through feedback from local tourism operators, it is estimated that around 10,000
visitors came to Timor-Leste for the purpose of a holiday.
Others came for Business or to visit friends and family.
Aside from those traveling for business, we can assume our guests are here on a holiday, either
visiting their friends and family, or to see the country. They may be here to do some or all of
the following:
•
•
•
•
•
•
•
•
•

Relax and enjoy themselves, have fun!
Have an authentic, exciting, natural and cultural experience.
Explore and discover Timor-Leste’s landscape.
Visit somewhere different, somewhere new.
Go diving.
Learn and experience Timor-Leste’s diverse culture – festivals, churches, monuments
and historical places.
Interact with the country’s people and learn about different lifestyles.
Experience Timor-Leste’s flora and fauna.
Provide aid and assistance, e.g. volunteers, friendship groups, education or school
groups, church groups etc.

1.13.WHAT DO TOURISTS NEED AND LIKE?
Imagine our tourists have now arrived. What will they
need to enjoy their stay in our community?
Our tourists will need things like:
•
•
•
•
•
•
•

Accommodation: they will want to have
somewhere to sleep and relax.
Good food: this means food that not only tastes
nice, but is also safe for tourists to eat. No one
wants to be sick on their holiday!
Good transportation facilities: so they can get
from one place to another with ease, and enjoy
their time.
Communication facilities (telephone and the internet): in case they need to get in
touch with people back home such as family, or to organize upcoming parts of their
trip such as accommodation and tours.
Safety and security: tourists don’t want to spend their holiday worrying! And having
an accident or getting robbed would not be a very nice holiday.
Activities and attractions: tourists need things to do and places to see.
Information about the destination: this may be about your property, your village
and your district. Tourists will need the necessary information to be able to get around
the community and enjoy their experience.
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1.12.WHY DO TOURISTS COME TO TIMOR-LESTE?

Aside from the things they will need while they are visiting,
we should also think about the things that our tourists will
like. These are the kinds of things that will make visiting our
communities in Timor-Leste a memorable experience, and
the kind of holiday they will go home and tell others about!
Our tourists will like things such as:
•
•
•
•
•
•
•

The opportunity to experience and learn what makes Timor-Leste and it’s people
different from other places in the world.
The chance to experience a new destination and have new experiences, that they
wouldn’t have anywhere else.
Cultural exchanges to learn about the cultural and religious values of Timorese people.
Adventure and disconnect from their daily and stressful routines.
Reliable services.
Value for money.
Comfort – clean toilets, clean water.
Note: some tourists may have planned and saved for their trip to Timor-Leste
months or years in advance, and therefore want their stay in Timor-Leste to be
unique and unforgettable. People working in the tourism industry have a role to
play towards this end, encouraging tourists to return and promoting Timor-Leste
as a tourism destination.
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PART 2:
UNDERSTANDING CULTURE

In this section we will learn all about culture. We all have a culture, and they are all
different. Understanding tourism, and building our tourism industry is about being
able to highlight and celebrate the authentic parts of Timorese culture, and also being
able to respect and appreciate cultures that are different from our own.
Culture is what makes us who we are, and what makes us unique. It encompasses everything
from our language, beliefs and morals, to our customs, institutions and even physical objects.
Culture is what makes us feel part of our community, and gives us a sense of belonging.
Understanding culture helps us to build authentic and vibrant tourism that everyone who
visits our community can enjoy. Being sensitive to the beliefs and traditions of other cultures
enables us to make sure that our tourists feel comfortable and welcome. It is very important.
By the end of this section, you should be able to:
•

Identify the elements of culture that will enhance a tourist or guest’s experience.
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2.1. WHAT IS CULTURE?
Culture is all the things that distinguish life in one
community or group of people from life in another
group.
It includes:
•
•
•
•
•
•
•

Language
Beliefs
Morality (our sense of right and wrong)
Norms (the way we do things)
Customs
Institutions
Physical objects

Culture is what is common to a certain group of people.
Our own culture seems like “the normal way of doing things”. Therefore, we do not question
our own culture very much. The way of doing things is often simply accepted by the members
of a cultural group. It is often when travelling or meeting people from different cultures that
we realize that there are other ways of doing things, other ways of thinking, and therefore
other cultures, which is what many tourists are looking for.
Tourism can therefore be a way to learn about other cultures, but also to learn
about your own culture in order to be able to explain it!

2.2. WHAT IS AN “AUTHENTIC” TIMORESE CULTURAL EXPERIENCE?
Timor-Leste has many different cultures, depending on place, people, and religion. Our
guests are interested in finding, seeing and doing things that are authentic to this area.
When something is authentic this means that it feels real and genuine to the person
experiencing it. Something authentic has not been organized to look or behave in a certain
way. It is this way traditionally or naturally.
Authentic tourism means creating avenues for our guests to experience parts of Timorese
culture the way they are, and the way that Timorese people experience and value them. This
is what guests want to do.
To succeed in Tourism, we need to think about what these things are, as only local Timorese
people are able to explain and demonstrate their significance.
Authenticity can emerge in different forms. This may be through things such as:
•
•
•
•

Commodities – jewelry, pottery, paintings
Experiences – cultural shows
Food or drinks
Architecture – including furniture, a guesthouse’s style or decor.
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Having an authentic experience is important for tourists for the following
reasons:
•
•
•
•
•
•

Visitors want to have new experiences – experiences that cannot
be found elsewhere.
Authenticity is seen as being “unspoiled”, whether culturally,
spiritually, or naturally – this is what tourists want to find when
they travel to these areas.
Tourists visiting Timor-Leste are looking for unique and authentic experiences that
they can later tell their friends about and show through photographs.
Authenticity attracts tourists.
Showing your culture allows you to share with your guests, essential cultural values
and aspects of Timor-Leste.
Presenting your own culture allows you to preserve it and be proud of it.
The challenge for tourism in Timor-Leste, and indeed all over the world is how to
remain authentic to Timor-Leste while meeting foreign standards, expectations,
and tastes.

What does this mean for us?
Maintaining authenticity while presenting traditional culture presents a number of challenges
that we need to be mindful of:
•
•
•

Authentic decor and service are important, but must be presented with consideration
for hygiene, safety, and guests’ expectations and comfort.
Tourists are in search of “authenticity”, but you may sometimes have to accommodate
their sensitivities and values.
This also depends a lot on tourists, e.g. an individual traveller used to travelling
who learns the language and wants to experience everything versus a retired tourist
travelling in a group who comes to South Asia for the first time.

2.4. WHAT SHOULD WE DO IF A GUEST DOES SOMETHING WE FIND
OFFENSIVE?
Usually, guests will try and be aware of local cultures and norms.
However, they cannot foresee every possible situation and crosscultural issues can always arise. Try and follow the these tips:
•
•
•

If a tourist does something strange, try to quietly explain
your view to the tourist.
Be tolerant and do not get angry – such things happen usually due to ignorance about
the local culture, and tourists will be interested and happy to learn about your culture.
Next time – take preventive measures so that it does not happen again. Post house
rules on a wall or brief guests when they arrive.
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2.3. WHY DO WE NEED TO SHOW TOURISTS OUR AUTHENTIC
CULTURE?

2.5. WHAT SHOULD WE DO IF WE DO SOMETHING THAT THE GUEST
FINDS OFFENSIVE?
Likewise, it can also happen that we will inadvertently do something that offends our guests.
This is something we need to be able to identify and also resolve. Follow these guidelines:
•
•
•

Discuss the matter with the guest.
Explain that you did not want to offend the guest, that what you did is not considered
rude or offensive in your culture, and that you apologize.
Try to prevent this from happening again – brief your staff or colleagues about it.

2.6. CULTURAL DIFFERENCES
If you and your guests do not share the same cultural backgrounds,
be aware of nonverbal messages you may be sending that could
be misunderstood by your client, especially if you are just getting
to know each other (first impressions cannot be undone).
For example:
•
•
•

Eye contact varies some people perceive too much eye
contact as aggressive.
Some people do not liked to be casually touched.
A loud tone of voice, or a stern expression, might be misinterpreted as anger or
disapproval.

The best advice is to be cautious until you learn your client’s preferences and needs.Here are
some recommended practices:
•
•
•
•

Be careful when trying to interpret what is meant by a gesture or action. Tolerance is
the best policy; try not to take things personally.
If your guest’s primary language is not the same as yours, listen closely, speak slowly
and annunciate words. Paraphrase to summarize what was said, and ask questions.
Be open-minded. Take it slow and easy until you and your guest get to know each
other well. Have a friendly discussion about upbringing and background; find the
things you have in common.
Finally, there is always something interesting to learn about other cultures!

To improve understanding of other cultures you could read books, watch movies, listen to
music, try new foods or just talk to your guests.
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PART 3:
COMMUNICATION

Communication is very important for tourism and the tourism industry. Communication
means all of the ways that we send and receive information in order to understand one
another day to day.
Communication in tourism presents many challenges. We know that we will not always
be able to communicate easily with our guests, which is often due to language barriers.
Planning for ways to provide information to our guests that they will be able to understand,
and continuously improving our ability to communicate with our guests is the key to success
in tourism.
When we are practicing good communication, our guests will have the information that they
need to enjoy their stay, and this will create a happy environment for both the guest and for
us as well.
When you have finished learning about communication, you should be able to:
•
•
•

Understand the importance of communication in tourism.
Use effective Non verbal and verbal methods of communication to communicate
with tourists/guests.
Understand how to handle customer complaints effectively.
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3.1. WHAT IS COMMUNICATION?
Communication is the act of sending and receiving information between people or groups.
We communicate with each other in many ways. These may be:
•
•
•
•

Speech
Signals
Writing
Behavior

Communication requires a sender, a message, and a recipient:

Sender

Receiver

Message

3.2. WHY IS COMMUNICATION IMPORTANT?
Communication is essential to understanding each other. It is therefore vital to the success
of the tourism businesses, since it is only through the effective use of communication that
we can offer guests the services that our business has for them.
Think about all the things that effective communication allow us to do:
•
•
•

We can offer and sell the services and products available in our guesthouses.
We can create a good environment in the guesthouse both for tourists and owner.
We can meet the information needs of tourists about culture, religion, customs,
traditions, and lifestyles.

3.3. TYPES OF COMMUNICATION
In a guesthouse, there are two types of communication:
Non-verbal
•
•
•

Signs and gestures
Pictures, symbols, and materials available in the house.
Writing

Verbal
•

Words and phrases (any language)
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3.4. VERBAL COMMUNICATION
Verbal communication involves using words and language. We use verbal communication
every day, be it with our families, neighbors, colleagues, friends, and family members.
Verbal communication is not only about words, but also emotions and intonation. For
example, the way you say something, whether you are being polite or impolite, pleasant
or unpleasant.
Guesthouse owners, staff and tourism workers need to learn and practice common words
and phrases used in hospitality. These might be:
•
•
•

Words of welcome
Service – food and beverage
Farewell

Our speech has certain characteristics that affect the message that is being spoken. We can
learn and practice speaking in ways that are professional and demonstrate good customer
service. When speaking to your guests, you need to think about:
•
•
•
•

Volume: loud speech may sound bossy or rude, very quiet speech cannot be heard.
Tone: use warm tones without sounding over-friendly. Cool tones are very
unwelcoming.
Pace: fast speech is not easy to follow, but very slow speech makes the speaker sound
stupid, or gives the impression that he or she thinks the listener is stupid. Speak at a
reasonable pace so that the other person has a chance to understand.
A warm smile accompanying a greeting will indicate a real feeling of welcome (and
make it easier to understand).

Communicating with guests who speak another language is difficult, so non-verbal
communication can make it easier.
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Symbols, pictures,
signs

3.5. NON-VERBAL COMMUNICATION
Even when we speak, not everything we convey to one another is
done verbally. Our actions and expressions can also speak for us.
We use body language and facial expressions to portray a feeling.
This might be happy, sad, or angry.
Even the way you dress signals a kind of message to others who
see you.
The hospitality and tourism industry also uses international
symbols to represent services, products, and attractions. Signs,
symbols, and pictures are all means of communication and some
are internationally recognized.
We often refer to these subtle non-verbal messages as body language. Body language means
both the conscious and the unconscious movements and postures by which attitudes and
feelings are communicated.
Body language includes:
•
•
•
•
•

Body movement
Facial gestures
Voice expression
Stance (posture)
Hand signals

3.6. FUNCTIONS OF NON VERBAL COMMUNICATION
So, why is non-verbal communication important understand in tourism?
Understanding non-verbal communication can help us to convey positive messages and
feelings to our guests, and also to identify how our guests are feeling and responding to us.
Non verbal communication is used:
•
•
•

To express emotions and attitudes e.g. smiling, eye contact, posture.
To express personality through self expression e.g. clothing, posture.
For rituals, such as greeting a person e.g. shaking hands, kissing on the cheek.

It is also essential to consider the importance of listening to your guests for many reasons:
•
•
•

It gives you a way of getting feedback (positive and negative) about the service
provided.
It allows you to address issues and improve your service.
It shows that you care about them.

Using what you have learnt, consider the non-verbal communication in the picture below.
Are the guests expressing positive or negative body language?
Do you think they are enjoying their experience? Why?
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3.7. EFFECTIVE COMMUNICATION
Being able to communicate effectively can really enhance our guests’ experience. Likewise,
ineffective communication can present barriers to communication between our guests and
us. Effective communication will be impacted by:
•
•
•
•

•

Style and character: we want our guests to think we are polite and professional.
Therefore, we need to try not to come across to them as rude or overly shy in the way
we communication.
Preparation and presentation: we can tell our guests a lot about how much we care
for them by how prepared we are for their arrival and stay, as well as how we present
ourselves when they arrive.
Clarity: the way we express ourselves, and attempt to be clear by speaking slowly, using
a polite and calm voice, and pronouncing words so our guests can understand us.
Receiving information: when we are listening, we should try and do this actively.
Active listening means being ready to receive information, clarifying anything you
don’t understand, and repeating back key points to confirm your understanding.
Listening properly, and showing that we are listening is very important to effective
communication.
Attention: we need to avoid distractions when communicating, as this will diminish
our ability to understand information. Concentrate on your guests and try to avoid
being distracted. (e.g. by something happening next to you, such as the sound of a
loud television, music or children playing).
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3.8. HANDLING COMPLAINTS
The final important aspect of communication is understanding
what to do when something goes wrong. Even when we are doing
our very best to make sure our guests enjoy their time with us,
it will happen that something goes wrong. This may be due to a
mistake by you or your staff, a miscommunication between your
guesthouse and your guest, or even a mistake by the guest.
Whatever the reason, it’s important to be able to handle and
resolve guest complaints effectively. Our ability to find a resolution
to guest problems will make the difference between a guest having
a positive experience and a negative one.
The important thing to remember is that we always want our guests to have a positive
experience. This means we need to be able to find a good solution to every problem (even
when you don’t think the problem is your fault!).
The key steps to remember when handling guest complaints are:
Step 1: listen
You need to not only hear, but also understand the problem that your guest is explaining.
Let them explain in full, and do not interrupt. Even if you can’t solve the problem, you
still need to listen to them. Understand what the core of the problem is, and confirm your
understanding by repeating back to them. This shows that you are listening, and that you
understand. Use your effective communication tools, make eye contact and be attentive
through your body language.
Step 2: apologize
Apologizing to your guest is an important step. Once the problem has arisen, it does not
matter whose fault it is, it only matters now that we resolve the problem, so simply apologize.
Do not blame anyone else, and show the guest that you are now going to take responsibility
for solving the problem. Time wasted on discussing who is to blame is only more time your
guest will spend waiting for the problem to be resolved.
Step 3: resolve
Now the guest has brought the issue to your attention, you need to resolve the problem, or
find another solution as quickly as you can. Inform the guest of how you are going to resolve
the problem, and make sure this satisfies your guest. Sometimes, it may be necessary to give
your guest something extra to show your apologies. Depending on what the problem is, a
discount to their stay or a free drink might be appropriate.
Step 4: follow-up
It is your responsibility to make sure the problem is completely resolved. Inform the guest
when it is fixed, and make sure they are happy with the solution. If you have allocated tasks
to another staff member to fix, you will also need to follow-up with them to make sure the
tasks have been carried out properly.
Most guests will be very forgiving of simple mistakes, as long as you are able to resolve them
quickly and show that you care. Mistakes do happen, and they don’t need to become large
issues if we are able to resolve them properly.
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PART 4:
CUSTOMER SERVICE

This unit is about learning how to make sure we provide service to our guests (customers)
in a professional and helpful way. Whether or not our guests feel welcome will impact
how they feel about their stay, and whether or not they want to return in future. This
means that providing good customer service is one of the most important things we can
do to make sure our guests always enjoy themselves.
Successful business will have staff that have been trained to provide good customer service,
and are confident and comfortable to do this. Ensuring our staff have the skills and training
to provide good customer service is one of the keys to doing well in the tourism industry.
By the end of this unit you should be able to:
•
•
•

Understand and demonstrate what is meant by delivering a warm and hospitable
welcome and farewell to guests.
Understand and demonstrate what is meant by delivering warm and hospitable service
to guests.
Understand the importance of attitudes, personal presentation and hygiene when
dealing with guests/tourists.
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4.1. WHAT IS CUSTOMER SERVICE?
Customer service means everything that we do
in order to look after our guests and make sure
that they enjoy the time that they spend in our
community.
Good customer service means:
•
•

Receiving and treating guests in a warm,
friendly, generous way.
Giving guests, tourists, or visitors a
welcoming and generous reception and
treatment, and offering additional services
to guests/tourists.

Customer service is about the relationship between a guest and host. This includes the
reception and entertainment of guests, tourists, or visitors, and other services for guests/
tourists.
In the tourism and hospitality industry we call our customers “guests”.

4.2. HOW TO LOOK AFTER YOUR GUESTS
So, what are things that we can do in order to look after our guests?
Providing good customer service is about paying attention to the things that your guests
might need, and making sure you are available to assist them when they need your help. You
can do this by:
•
•
•
•

Being receptive to guests’ needs and asking how you can help them.
Anticipating your guests’ needs and exceeding their expectations (e.g. serve a cup of
coffee, but with a smile).
Offering service in an attentive, and welcoming manner.
Make guests feel like they are staying at a “home away from home”.
Note: it is also important to allow guests personal space and privacy. Being attentive
to your guests’ needs does not meet crowding around them while they are trying
to relax, it means simply being available to them.

4.3. WHY IS LOOKING AFTER YOUR GUESTS IMPORTANT?
But why does it matter?
Looking after your guests is important for the survival of your business.
Further, creating a positive and happy environment for both staff and
guests will make your business a nice place to be.
Consider the benefits of providing good customer service:
•
•

Satisfied, happy guests create a good working environment.
It is easier and better to work with people who value your work.
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•
•
•

By being friendly and looking after your guests, you create the possibility of sharing
your cultural and traditional values with them.
Guests with positive experiences share the experience with like-minded friends and
on networks online (i.e. while on their trip, on Facebook, Trip Advisor, Lonely Planet
Thorn Tree.).
More guests will come if they are happy with their experience (word-of-mouth
publicity).
It will be possible to make more profit.

It may be true that your business currently provides very good customer service to your
guests. Even so, we should always be seeking ways to improve the services that we deliver,
and enhance our guests’ experience.

4.4. WHY IS IT IMPORTANT TO PROVIDE BETTER SERVICES TO
TOURISTS?
Let’s think about some of the extra benefits we can find from continuing to improve on the
services we provide:
•
•
•
•

•

Delivering higher-quality services to your guests leads to satisfied, happier guests
(tourists), which leads to more tourists, which leads to more business, and which
leads to a stable and higher income.
Understanding tourists leads to the development of better tourism products and
services, greater guest satisfaction, and sustainable incomes for all.
Improving your service contributes to a more successful tourism industry in your
community, making it a more attractive destination.
Good guesthouses throughout the country make travelling in Timor-Leste more
attractive – a successful tourist destination depends on quality accommodation
and services throughout the country (which is why people should work together to
improve quality and share good ideas).
Increased tourism provides increased opportunities for small business development
and growth.

4.5. TIPS FOR LOOKING AFTER YOUR GUESTS
We know that we want to look after our guests as well as we can.
Here are some tips that you can keep in mind when taking care
of your guests to make sure their experience at your business is
always positive:
•
•
•
•
•
•

Give guests a warm Timorese welcome.
Offer refreshments when they arrive.
Smile and be friendly – smiling when dealing with guests
helps create a friendly atmosphere.
Care for guests and their belongings.
Make eye contact.
Be proactive (anticipate their needs).
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•

•
•
•
•
•
•
•
•
•

Be attentive – listen to your guests, understand their needs and meet them.
Give them your full attention – do not speak to another person at the same time as
speaking to a guest or text/answer the phone.
Use a guest’s name when addressing them, If you do not know a guest’s name, it’s ok
to address them as “mana” or “maun”.
Communicate in a friendly manner.
Be quick and efficient at providing for their needs, e.g. get the water, blanket, tea
quickly. Try not to keep your guests waiting.
Offer something before it has to be asked for, e.g. another drink, a condiment (salt,
pepper, sauces etc.), a map or directions.
Show your guests around – show them the facilities (bedroom, bathroom, toilets),
where to get water, when is power available, where they can charge phone or computer.
Warn them about any safety issues such as low doorways or uneven steps.
On their departure, thank a guest for staying with you and wish them a safe journey.

4.6. PERSONAL HYGIENE
The final thing we need to be mindful of when taking care of our
guests is our personal hygiene. Personal hygiene is the way that
we take care of our own health, by keeping ourselves clean and tidy
every day.
Taking care of our personal hygiene also ensures that food we
prepare and guests we encounter are kept healthy and free from
contamination.
Personal hygiene means being clean and washed. This includes the cleanliness of your:
•
•
•

Hands
Body
Clothes

Why is this important?
Cleanliness and hygiene is very important for all guests to feel comfortable.
If your guests see that you do not have good personal hygiene, they will make negative
assumptions about the way food is prepared in the kitchen, the way bathrooms and bedroom
have been cleaned, and will generally feel uncomfortable.
Further, guests simply do not want to be served by people who smell bad! This means we
need to take care of ourselves.
Having good personal hygiene shows our guests that we are professionals who take our roles
seriously. This is a key part of customer service.
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PART 5:
SAFETY AND SECURITY

In this section we will discuss the importance of keeping visitors to our community
safe. Keeping tourists safe and secure is vitally important for our tourism industry. If
we cannot guarantee that the people who visit us will not be in danger, then tourists will
not feel comfortable about coming to our destination, and this will negatively impact
the tourism industry.
When we have guests staying with us, we are responsible for keeping them safe. In order to
do this, we should have some plans in place for what we would do in emergency situations
such as fires or earthquakes.
This will mean that we are ready to respond and will always be prepared should an emergency
occur. Taking care of our guests also means being mindful of hazards and risks in our
businesses and in the local community that could be dangerous for our guests.
We need to understand how to identify and remove or minimize these hazards, and always
keep our guests as safe as possible.
When you have finished learning about safety and security, you should be able to:
•
•

Understand safety and security risks to tourists/guests and staff.
Identify ways to eliminate and reduce risks to tourists/guests and staff.
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5.1. WHAT IS SAFETY?
Safety is the state of being safe. When we are safe, this means we are not at risk of illness or
injury.
Safety means:
•
•

Identifying and controlling risks of illness or injury.
The protection of people and their possessions.

5.2. HOW CAN WE KEEP OUR GUESTS SAFE?
In the context of tourism, safety refers to ensuring the wellbeing both of your guests and all
employees. This means being mindful of all of the following:
•
•
•
•

Hazards: identify and fix or alert guests to low doorways, loose steps, and anything
that could injure guests in your guesthouse or restaurant.
Natural dangers: flash floods, storms, earthquakes in the community. If, because of
poor weather conditions, it is safer for guests to stay at your guesthouse for a day or
two, inform them so.
Animals and insects: take precautions against rats, snakes, spiders, mice, and
mosquitoes by securing the premises against them. Warn guests if snakes may be in
the vicinity.
Fire: be aware of fire prevention and procedures in the event of a fire, including
evacuation and basic fire-fighting principles. Prevent gas explosions by regularly
checking all cylinders, checking for any smell of gas in cooking areas, and maintaining
good ventilation in rooms that have gas cookers.

5.3. REDUCING POTENTIAL HAZARDS
A hazard is any source of potential danger, harm or risk to the health and safety of ourselves
or our guests.
In order to reduce and remove hazards, we need to identify elements that could potentially
harm guests, e.g. low doorways, loose steps, loose tree branches, things guests could trip over
Then we need to take measure to reduce or remove hazards, for example:
•
•
•
•

Outside stairs and terraces should have a rail or barrier to prevent people from falling.
Fix any loose steps.
Mark any low doorways with a ‘Mind your head’ sign or line them with protective
foam; warn guests about them.
Electric wires and plugs should not be bare as they can be a significant danger,
especially for children.

5.4. PROTECTION AGAINST DANGEROUS LOCAL ANIMALS AND
INSECTS
We need to make sure our guesthouses are safe from dangerous species of animals and insects
as they can harm our guests. You should know which species of animals and insects (snakes,
spiders, rats) in your area can be dangerous.
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•
•

•
•

Try to secure the area by keeping doors and windows closed when not inside and
sealing any openings with mosquito nets.
When showing a room to your guests, check the room or burn a mosquito coil in
it before they arrive. If there are lots of insects around, inform your guests to keep
the windows closed, and be mindful to switch off lights when they are leaving their
rooms.
Inform your guests of potential dangers, e.g. if there are snakes in your area.
Be aware that rats and mice can carry disease and should not be allowed to roam
around the buildings and, more particularly, the rooms, the kitchen, or where food
is stored.

5.5. FIRE PREVENTION AND PROCEDURES
Fires can start easily in the kitchen or other parts of your
guesthouse, especially where hot oil, gas, and other fireprone items are used every day.
Fires can be large or small, they can start inside or outside a
building, and they may or may not always be manageable.
On discovering a fire, correct and swift action can
mean the difference between life and death. It is vital,
therefore, that all staff know what they have to do if a
fire breaks out.
So, what should we do if we come across a fire?
Keep in mind that your safety always comes first! If it is not safe to try and extinguish the
fire, do not take on this risk. Your life is more important than saving any building, and you
should focus on getting yourself to safety.
When a fire is small and manageable, some tips for extinguishing it are:
•
•

•

Water: can be used to reduce the heat of a wood/paper/cloth fire, for instance. (Do
not throw water on a burning liquid such as oil or petrol).
Starvation: fires need fuel, if they can be starved of the fuel that is keeping them
burning, they will die out. Remove any flammable material away from a fire. If the
fire is coming out of a gas cylinder, simply turn off the valve.
Smothering: fires need oxygen (air). Covering the fire with sand or a fire blanket can
control the supply of oxygen.
Important: if you have not been able to control the fire within one minute, you
need to raise the alarm and get everybody out of the building. Fires can spread very
quickly, so it is important to get to safety as quickly as possible.
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Some tips for keeping animals and insects out of your guesthouse:

5.6. FIRE PREVENTION
Of course, it’s much better if fires simply do not start at all. Some tips to make sure your
guesthouse is fire safe:
•
•
•
•
•
•
•

Be careful with any source of fire – stoves, heaters, candles.
Any inflammable liquids, such as kerosene, petrol, and strong alcohol, pose a risk.
Be mindful that electrical fires can be caused by faulty electrical supplies.
Many fires start in the kitchen and are caused by someone leaving the cooking
unattended or being distracted while cooking.
When cooking, wear appropriate clothing and avoid long, flowing sleeves or open,
loose-fitting shirts that can easily come in contact with hot burners. If you have long
hair, wear it up and do not leave any strands loose.
Never take your eyes off hot oil because it can ignite in an instant.
In a room, avoid leaving candles next to flammable materials such as towels, paper,
or curtains. Make sure the candle cannot accidentally fall onto the bed, wooden floor,
or carpet.

5.7. EARTHQUAKES
We know that Timor-Leste is an area that can experience earthquakes because of its location
on a fault line. Although earthquakes cannot be predicted, appropriate knowledge and
preparation can help minimize damage.
Try and take the following precautions:
• Prepare emergency food and water supplies – existing water supplies can be damaged.
• Identify the safest places in your guesthouse or business – these will be under
doorways, under a sturdy table or bed, and away from windows. If you are on the
ground floor, the safest place is outside at a distance from any house, unstable structure,
electrical pole, or tree, as these could fall on you.
• Fix furniture to the walls to prevent objects from falling when an earthquake occurs.
• Lights and pictures may fall during an earthquake – they should not be placed
directly above beds. Secure any objects on windows, roofs, or balconies that are likely
to fall and potentially harm people underneath.
If an earthquake occurs:
• Do not panic – many accidents happen because people panic. Avoid using the stairs,
as they may collapse, and try to shelter in a place you have identified as the safest. Wait
for the end of the first tremors.
• Open the door to prevent it from becoming jammed during the earthquake.
• Turn off any gas cylinders.
• Cover your head with a board, pillow, or your hands.
• Watch out for any broken glass or dishes on the floor.
After the earthquake:
• Help each other – who is missing?
• Inspect the house/buildings for cracks. If any beams or columns are damaged, leave
the house as soon as possible.
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PART 6:
THE ENVIRONMENT AND TOURISM

In this section we will introduce and discuss the relationship between tourism and the
environment. The tourism industry in Timor-Leste, and in many countries around the
world, is very dependent on the environment.
In fact, the reason many tourists are attracted to coming to Timor is in large part to do with
the beautiful and, in many places, untouched natural environment that they can experience.
For this reason, as well as for our own livelihoods, we need to treat the environment carefully,
and be mindful of how increases in tourism may impact our environment. Sustainable,
responsible tourism will be mindful of these impacts, and encourage development in a way
that benefits tourism and local communities, but is also not harmful to the environment
that we depend on.
We need our businesses and our community to work together to take care of the environment.
Because, if the environment is ruined by our tourism activities, we won’t have any tourists
visiting anymore anyway!
When you have finished learning about the environment and tourism, you should be able to:
•
•

Understand environmental issues within tourism and Timor-Leste.
Identify ways to eliminate and reduce environmental issues within tourism and TimorLeste.
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6.1. WHAT IS THE ENVIRONMENT?
The environment is everything that is around us. When
we talk about the environment, we mean everything in the
natural world, either as a whole, or as a particular area (such
as the environment in your local community).
The natural environment is things such as the trees, sea,
rivers, lakes, mountains, hills, soil, rocks, air, animals, flowers
and so on.
People can also modify the environment. People modify the
environment through cultivation (for example: farming),
construction of cities and houses, the cutting or planting of
trees, or even starting fires.
The environment impacts us every day, and this impact can be positive or negative depending
on the environment we live in.
Consider the following examples:
•
•
•
•

Our health may be impacted by the quality of the air that we breath.
Our incomes may be impacted by our ability to grow crops on our land.
Our livelihoods may be affected by our access to water.
The environment can change our lives in a very short period of time e.g. a cyclone,
earthquake or flood.

6.2. WHY IS THE ENVIRONMENT IMPORTANT?
We cannot live without the environment. We know this to be true because we depend on
the environment for:
•
•
•
•
•

Food
Water
Air
Energy (from fuel-wood, the sun)
All kinds of environmental services – flood control and oxygen production by
trees, carbon capture, pest control by birds, natural degradation and assimilation
of waste.

If these weren’t already enough reasons to look after the environment, it is also important
because tourists want to come and enjoy Timor-Leste! Timor-Leste is a unique and beautiful
country, full of wonderful natural resources (sea, rivers, lakes, mountains, hills). Therefore
caring for the environment is important to both Timorese and its visitors.
A well-preserved natural environment increases tourism. People will not want to visit if the
local community is covered in rubbish, all the trees have been chopped down and all the fish,
animals, birds have gone because they have nowhere to live.
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So, what does taking care of the environment mean for our guesthouses and businesses?
Firstly, we know that guesthouses and places tourists visit must have clean surroundings.
It also important to maintain hygiene, sanitation and safety in and around the guesthouse.
The environment of your guesthouse, and whether it is clean or dirty can directly impact
the health of your guests. Rubbish, stagnant pools of water and dirty bathrooms will attract
diseases and mosquitoes, which can be very dangerous for your health and the health of your
guests.
You should also try and take some responsibility for minimizing the impact of tourism on
the local environment. We can also ask our guests to assist us with this.
This means:





No rubbish in villages, beach and natural areas
No plastic bags
Clean water for swimming, snorkeling or diving
Green areas (trees, grass, flowers)

6.4. WASTE MANAGEMENT
The largest problem for the environment of increased tourism
and extra tourists in our guesthouses is the amount of extra
waste that is generated. We can all do our part to try and
minimize the amount of waste that our business produces, and
to deal with it as best we can. Some ways we can do this are:
•
•
•

•
•
•

•

Collecting rubbish when we see it around the community.
Organizing designated places for rubbish to be disposed
in our guesthouses, and in our local community, so it is
not thrown onto the ground, onto roads or into the sea.
Avoiding products that are packaged individually (such
as individual packets of biscuits, or small bottles of
water). This creates additional rubbish that needs to be
disposed of.
Avoiding unnecessary food waste by using all of the ingredients that we buy, and
planning carefully for what we will need.
Reusing plastic bags rather than getting new ones that we cannot dispose of.
Asking our guests to take their rubbish with them when they leave. It is much easier
to dispose of rubbish effectively in Dili than in many of the districts. If you explain
to your guests that you want to take care of the local environment, they will be happy
to help you.
Educating others on the importance of waste management, and keeping the local
environment free of rubbish.
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PART 6

6.3. THE ENVIRONMENT AND OUR GUESTHOUSES

6.5. WHAT HAPPENS IF WE DO NOT LOOK AFTER THE NATURAL
ENVIRONMENT?
But what will happen if we don’t do anything to look after the environment?
As you can probably guess, not looking after the environment could have some very serious
effects on our community. Pollution and litter will cause long-term environmental damage,
which may have serious health consequences, both for us and for our children:
•
•
•
•
•
•
•

Burning plastic material produces harmful toxins that will contaminate our water and
land, where we grow our vegetables, farm our animals and where our children play.
These toxins can cause cancer and other illnesses.
Disposal of things such as batteries in our water ways can allow lead or other heavy
metals to contaminate water sources which can lead to damage to the brain and nerves
of people who consume it.
The vegetables we grow may be contaminated due to pollution of the soil.
Our animals will be consuming contaminated food.
Fish will be poisoned by water pollution.
When we eat these foods, we too will be exposed to these poisons.
Deforestation (chopping down the trees) leads to floods and landslides.
A dirty environment = less tourism = less income.

6.6. PLASTIC RUBBISH

A big environmental concern in many of our communities is plastic rubbish. Plastic degrades
(breaks down) extremely slowly and remains in the environment for hundreds, even thousands
of years.
•
•
•
•

The chemical components of plastic are very harmful both for the environment and
for humans.
Many animals end up eating plastic waste and damaging their digestive systems.
If burnt, the smoke and fumes enter the air, soil, and water causing pollution and
affecting public health.
If burnt, plastic also contributes to the depletion of the ozone layer (which protects us
from harmful radiation from the sun) and to global warming by releasing greenhouse
gases.

This is why it is important that we try to minimize excessive use of plastic products such as
plastic bags and plastic water bottles.
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GLOSSARY OF KEY WORDS
Accommodation The room, group of rooms or buildings prepared for a guest
to stay in e.g. a guesthouse.
Body habits The small ways that we act and behave from which our
guests can form an impression about our personal hygiene.
Booking Reserving accommodation in advance.
Burn An injury to the skin caused by heat.
Check-in The process carried out when a guest arrives and registers
their arrival at their accommodation.
Check-out The process carried out when a guest departs from their
accommodation.
Cleaning Removing the dirt that we can see from things.
Commission A small fee paid to the person who has negotiated and
arranged the sale of a good or service on behalf of the
operator or owner.
Communication The act of sending and receiving information between
people or groups.
Competition Contest between multiple businesses, which provide the
same service, to attract the same customer or market.
Confident Feeling or showing certainty or expertise about something.
Costs All of the products and services we need to purchase and
pay for in order to produce something (e.g. a meal).
Cut A forceful injury to the skin, causing a wound, which will
bleed and then need time to heal.
Cross contamination When the germs from raw foods are transferred to ready
to eat foods or cooked foods.
Danger zone The temperature at which harmful bacteria can grow on
food. Food is in the danger zone when it is between 5 and
60 degrees Celsius.
Detergent The liquid cleaning product that we use to remove dirt,
grease and food residues from the kitchen.
Dining area The place in your guesthouse or restaurant where your
guests consume their meals (breakfast, lunch, dinner).
Economy The system that a country uses to produce and consume
goods and services, which affects how money and resources
are acquired and used.
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Faulty equipment When the machinery or equipment that we use to do our
jobs is not working properly or otherwise in poor condition
(for example, is damaged, sparking or smoking).
Feedback Information about reactions to a product or service that is
used as a basis for business improvement.
Food contact surface Any surface or piece of equipment that actually touches the
food being prepared.
Food contamination When germs (from our hands or bodies), chemicals, or
things such as insects or small pieces of dirt, plastic, or glass
become mixed up with the food we are handling.
Food hazard The danger we create whenever we prepare food in a way
that is not safe.
Food poisoning What happens when people eat food that is contaminated
(either through food contamination or cross
contamination).
Food safety The way that we handle, store and prepare food in order to
prevent food-borne illness.
Functional Design or features that are practical and useful.
Guest A person staying at a hotel or guesthouse. A guest may be
a tourist or a local.
Guest bill A written record of the money a guest owes for
accommodation and services.
Hazard Any source of potential danger, harm or risk to health and
safety.
Healthy Not suffering from any kind of illness or injury.
Honesty system A system of tracking a guest’s consumption of goods and
services that relies on the guest honestly recording what
they have consumed and used.
Housekeeping Management of the day-to-day processes of cleaning and
maintaining a property.
Hygiene The ways in which we make sure ourselves and our work
environment is clean to maintain health and prevent
disease.
Inclusions Products, meals or services that are included within the
quoted price for an overnight stay e.g. breakfast, laundry,
welcome drink.
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Incorrect storage When items have been stored in a way that makes it unsafe
to get them back out to use again (because they are too high
up, too low down, or too heavy to lift).
Maintenance Cleaning, care and upkeep of property or equipment in
order to extend its useful life and value.
Menu The tool we use to plan and communicate the food we will
prepare for our guests.
Obstruction When an obstacle blocks an area or a walkway, and makes
is difficult to move through this area easily.
Optional items Available goods or services that a guest is not obliged to
order or consume, but may choose to for an additional cost.
Personal hygiene The way that we take care of our own health, by keeping
ourselves clean and tidy every day.
Price How much money we receive for the service or product
provided to our guests (e.g. a room, a meal).
Profit Any extra money left after we have paid for all costs.
Raw foods Foods that cannot be eaten unless they have been cooked.
It is the heating process of cooking a raw food that kills the
harmful bacteria it can carry.
Ready to eat foods Foods that we can eat in the same state as we bought
them. We might choose to cook ready to eat foods (such
as vegetables), but we could also easily and safely eat them
without cooking.
Reservation The act of securing something in advance (see: booking).
Responsible tourism Tourism that generates greater economic benefits for local
people and enhances the well being of the local community.
Risk Exposure to danger, harm or loss.
Routine Common processes, tasks or duties that are completed as
part of a typical or everyday activity.
Sanitizing Removing bacteria and dirt that we cannot see from food
contact surfaces.
Safe Protected from the risk of danger or injury.
Schedule A plan for carrying out a process or procedure, which details
intended actions, events and times.
Society The way people in a given community organize themselves
and get along on a daily basis.
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Spill When an accident has occurred, and a pool of water, food,
or chemicals is on the floor and has not been cleaned up
yet.
Stayover Any guest staying more than one night who is not departing
today..
Substantial food Food that will give your guests energy and keep them full.
Target market The group of potential visitors or guests at whom your
product or service is aimed.
Tourist A person who is traveling or visitng a place for pleasure.
Value The importance, worth, or usefulness of something.
Visitor A person arriving at a place for a social, business, leisure or
other purpose.
Walk-in A guest or visitor who arrives at a guesthouse without a
reservation.
Word-of-mouth Information shared person-to-person about a guesthouse
or business that is based on experiences, and perceptions
of value.
Workplace health and safety All of the systems and rules that we can put in place in a
workplace (such as your own business) to make sure that
we are preventing illness and injury for everyone who works
there, as well as for customers or guests.
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