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CONTEXT Tour Operators

Why This Conversation Matters

Uganda's tourism market is growing — operational discipline must grow with it.

UGANDA IS RECOVERING STRONGLY THE CUSTOMER IS MORE DEMANDING
2024 international arrivals reached 1.37 million, while Today's traveller expects speed, personalisation, digital
tourism receipts rose to about US$1.28 billion. responsiveness and reliable delivery.

CEO QUESTION

If you disappeared from the office for 30 days, would your company still deliver the same standard?

The goal is not to build a large team — it is to build a capable, accountable one.

The goal is not more paperwork — it is predictable execution, visible to the CEO.
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OPENING Tour UI;IE:‘I"H[{:J rs

Tourism Is a People Business

Our clients may come to Uganda for gorillas, wildlife, culture,
adventure and landscapes — but the quality of their experience

depends heavily on the people behind the journey.

“Make logistics disappear.

‘ ‘ Make memories shine.”
“If the CEO or Managing Director is away for two

weeks, can the company still deliver the same

quality of service?” THE LITTLEROCK PHILOSOPHY
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FOUNDATIONS Tour Operators

Who Is a Tour Operator?

We design, package, coordinate and deliver travel experiences — not simply sell a safari.

® o o o ®
Itinerary Design Transport Accommodation Guides Permits
o o o o ®
Activities Suppliers Client Communication Problem Solving Safety & Contingency

We are the bridge between the client's expectations and the reality on the ground. Our real product is not

simply a safari — it is CONFIDENCE.
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STAFFING PHILOSOPHY Tour Operators

People Are Part of the Product

For a tour operator, people are part of the product.

RIGHT PEOPLE RIGHT ACCOUNTABILITY
Competent, ethical, curious, service-minded and Outputs, deadlines and standards are visible and
culturally respectful. measurable.
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ROLES & COMPETENCIES Tour Operators

Critical Roles & Competencies

A job title is not a job description.

CEO / MD

Vision, commercial judgement, people leadership, partnerships, governance.

Destination knowledge, writing, follow-up, negotiation, CRM discipline.

GUIDE / DRIVER

Safety, interpretation, hospitality, punctuality, vehicle/route readiness.

| SALES / RESERVATIONS

FIELD ROLES

Guides, drivers, trip leaders, guest-facing teams delivering the experience on the ground.
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BEHIND THE SCENES Tour Operators

Make Logistics Disappear, Memories Shine

Qg WHAT HAPPENS BEHIND THE SCENES @ WHAT THE CLIENT SHOULD SEE

Dozens of phone calls - The wildlife
Hotel confirmations - The smiles

Vehicle arrangements - The landscapes

Permit bookings — The culture

Supplier negotiations

. - The adventure
Last-minute changes

Problems solved quietly - The memories
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OUR PEOPLE Tour Operators

People Are Our Most Important Asset

You can have a beautiful website, good vehicles, excellent lodges, great marketing and competitive prices — but if your

people are not professional, the client experience suffers.

RECRUIT FOR:
Character Integrity Communication Attitude

Responsibility Competence Willingness to Learn Client-Centred Thinking

Technical skills can be developed. Character is much harder to teach.
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LEADERSHIP DYNAMICS Tour Operators

Authority vs. Responsibility

“Everyone wants authority, but few want responsibility.”

WHAT PEOPLE WANT

Titles

Authority

WHAT LEADERSHIP ALSO REQUIRES

9
9

If someone is given authority without accountability, the company becomes vulnerable.

If someone is given responsibility without authority, they become frustrated.
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TALENT DEVELOPMENT - DISCUSSION SLIDE

Tour Operators

Don't Let Them Quit Before They Start

Young professionals enter tourism with enthusiasm — then meet difficult clients, pressure, long hours, unexpected
problems, poor supervision and little recognition.

. Give
e FaEn Lo Responsibility

" Sometimes we blame the young person when we should have mentored them better.

A junior employee today can become the manager who leads your company tomorrow.
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CLIENT RELATIONSHIPS Tour Operators

Trust, Credibility & Experience

Why does a client choose one tour operator over another?

I

TRUST CREDIBILITY EXPERIENCE
“Will they deliver what they “Do they know what they are “Can they handle problems when
promised?” doing?” things don't go as planned?”

Never promise what you cannot confidently deliver. A booking gives you revenue — a satisfied client gives you

reputation, referrals and future business.
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CRISIS RESPONSE - DISCUSSION SLIDE Tour Operators

Turning Travel Challenges Into Smooth Trips

G Listen e Verify a Take Ownership

) _ Don't immediately blame
Understand the issue. Establish the facts.
someone else.

° Solve e Communicate o Learn

Find the best practical solution. Keep the client informed. Prevent recurrence.

Great tour operators are not those who never experience problems — they are those who handle problems professionally.
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MANAGEMENT APPROACH - DISCUSSION SLIDE

How Do We Manage Staft?

als

FAIRNESS

Apply standards consistently.

CLARITY

Make expectations clear.

®

OBIJECTIVITY

Judge facts, not personalities.

) o

TRUST

Give capable people room to
perform.
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HUMILITY

Be willing to listen and admit
mistakes.

w

APPRECIATION

Recognise contribution.

Tour Operators

1IQ0

EMPATHY

Understand people without
lowering standards.

o o
200

CONNECTION

Know your people.
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fairness in+e9ri+y

Fairness. Integrity. Responsibility.

These are not slogans on a whiteboard — they are the standard every manager is measured against.



FEEDBACK CULTURE Tour Operators

Praise in Public, Correct in Private

ﬂ PRAISE PUBLICLY a CORRECT PRIVATELY

Builds confidence Protects dignity
Motivates the team Encourages honest conversation
Reinforces good behaviour Reduces defensiveness

Creates a positive culture Creates an opportunity to learn

Never embarrass an employee in front of colleagues or clients. Correct the behaviour without destroying the person.
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ACCOUNTABILITY

Tour Operators

Problematic Staff & Accountability

“Not every difficult employee is a bad employee.” First ask:

Q Is the role clear? ° Has the person been trained? ° Do they have the tools?

Have expectations been
communicated?

Q Have they received feedback? ° Is the problem ability or attitude?

Good management is neither being too soft nor too harsh. It is Clarity + Fairness + Accountability.
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PERFORMANCE MANAGEMENT Tour Operators

What Result Did You Create?

Move from 'Are you busy?' to 'What result did you create?’

SALES

Response time - conversion rate - follow-up discipline - gross margin.

SERVICE

Reviews - complaints - repeat clients - referrals - recovery time.

OPERATIONS

On-time departures - incident rate - repeated errors.
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CEO / DIRECTOR REVIEW

A Monthly Leadership Dashboard

PEOPLE

Do we have the right people? Who needs
coaching, recognition or replacement?

FINANCE

What have we earned? What do we owe? What's
outstanding?

SALES

What is our pipeline? What converts? Where are
we losing business?

CUSTOMERS

What are guests saying? What are the top 3
complaints or compliments?

Facilitator prompt: encourage CEOs to schedule this review as a non-negotiable monthly meeting.
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OPERATIONS

Which trips are at risk? What repeated errors are
we seeing?

SYSTEMS

Which process still depends too heavily on one
person?
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RETENTION - DISCUSSION SLIDE Tour Operators

Staff Retention

“Retention is cheaper than recruitment.”

WHEN AN EXPERIENCED EMPLOYEE LEAVES, WE LOSE: PEOPLE LEAVE BECAUSE OF:

— Destination knowledge — Poor management

—  Client relationships — Lack of respect

— Supplier relationships — No recognition or growth
— Institutional memory —  Unfair treatment

—  Training investment — Poor communication

—  Productivity — Toxic workplace culture

“What can we do to make you want to stay and grow with us?”
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OFFICE MANAGEMENT - DISCUSSION SLIDE Tour Operators

Build Systems, Not Dependency

o o o o o
Job Descriptions Booking Procedures Client Records Supplier Information Payment Tracking
o o o o o
Itinerary Systems Vehicle Allocation Staff Schedules Emergency Procedures Handover Systems

: Don't run a tour company entirely from memory or WhatsApp. The company should continue functioning even when

@ @@ onrneperson is absent.
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LEADERSHIP Tour Operators

The CEO’s Role

The CEO should not be the person who solves every problem.

:&% Build the right team @ Create the culture E Define standards
.?. Develop managers Qg Establish systems I@I Delegate responsibility

|M Monitor performance O Protect the brand w Develop future leaders

Your staff will copy what you do more than what you tell them to do.
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THE CEO SHOULD NOT BE
THE OPERATING SYSTEM.

Build people who can think.
Build systems that can guide.

Build a culture that can deliver.

THE TAKEAWAY

Effective staffing gives the company capability. Effective office management gives that capability direction, consistency and control.

“When the systems are strong, leadership can focus on growth — not firefighting.”



CONCLUSION Tour Operators

The Tourism Leadership Equation

Right People Clear Roles Good Systems
Effective Communication Accountability
Empathy Strong Leadership

REPEAT BUSINESS + REFERRALS + REPUTATION = A STRONGER TOURISM INDUSTRY
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APPENDIX Tour Operators

Reference Notes & Further Reading

Selected current Uganda tourism sources used to ground this presentation.

o Uganda Ministry of Tourism, Wildlife & Antiquities — 2024 Tourism Performance Statistics / sector update: 1,371,895 international visitors and
approximately US$1.28 billion in tourism receipts.

. Uganda Tourism Board Quality Assurance System — Minimum Requirements for Registration as a Tour Operator: office, ICT, management, tour
manager, accountant, reservations, guide, driver and vehicle expectations.

o Uganda Tourism Board Quality Assurance System — Operating Procedures: tour operator, guide, transport and travel-agent SOP guidance.

. Uganda Tourism Board — Licensed Tour Companies directory, illustrating the scale and active formalisation of Uganda's tour-operator ecosystem.

Important: Regulatory requirements can change. Companies should verify the latest UTB requirements before relying on any compliance detail.
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DISCUSSION Tour Operators

Discussion / Q&A

What is one staffing or office-management change you will implement immediately after this session?
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“MAKE LOGISTICS DISAPPEAR.
MAKE MEMORIES SHINE.”

The client may never see the work behind the safari. But they will feel the result.
Let us build Ugandan tour companies where people are valued, responsibilities are clear, managers lead with

empathy, staff are accountable, and every client leaves as an ambassador for our destination.

THANK YOU

Muhumuza Humphery Cliff - CEO, Littlerock Safaris

Tour Operators




