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OP 4.1 Hospitality and pricing training for Jabal Moussa’s guesthouses

Aiming at improving expertise of guesthouses in the surrounding villages of Jabal Moussa in hospitality and
help them price their food and accommodation services, a consultant in service and hospitality, Mr Rabih
Nehme, was selected to train guesthouse owners on hospitality standards and pricing techniques of their

services.

In this scope, a full-day training was conducted on July 1st 2021, where 9 attendees from 5 guest houses
were present.

The target of the training was to provide information on what is expected from a guesthouse owner to ensure
tourists satisfaction. It tackled subjects such as good coordination and management of the work, technical
know-how, how to enhance productivity through motivation and creativity, and continuous evaluation

process.

The training program included the following subjects explained in detail by the consultant:

- Hospitality and welcoming: Introduction to hospitality industry (guesthouse concepts); first impressions;
building a professional image; etiquette; personal branding and right vs wrong hospitality words.

- Learning objectives: customer service, cultural awareness, customers’ profiles, customers’ interactions
and behaviors.

- Communication skills: types and methods of communication, listening and interpersonal skills, public
speaking, body language, etc.

- Personal hygiene and grooming standards

- Guesthouse management: organization, improving customer service, advertising, cutting cost,
maintenance, how to effectively manage a kitchen, storage management, hygiene and sanitation, food
safety, cleaning process, staff hygiene and grooming, eco-friendly practices.

- Artof service: basic techniques and skills for further study and professional development in the fields of

hospitality and tourism (professional image, table setting, service styles and techniques, caring of guests).
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- Food and beverage cost control and internal auditing: purchasing cycle and inventory control, food

planning and preparation, inventory and expiry dates.

Each attendee/ guesthouse owner prepared a meal of their specialization and brought it to the training for

lunch, held with the expert in between the presentations.

The training was highly interactive; the guesthouse owners who attended the training were very engaged and
interested in the presentation and the subjects discussed during the training. A booklet was handed to each

of the attendees. The presentation is attached to the report (below).

CROSSDEV | www.enicbcmed.eu/projects/crossdev

CISP(X, ¢cow gop &%

e
\ |
U R/ RRL
COMITATO INTERNAZIONALE RE / 2
PER LO SVILUPPO DEI POPOLI :
/ Rge Y7

This document was produced with the financial support of the European Union under the ENI CBC MED Programme. Its contents are the sole responsibility of CROSSDEV
and do not necessarily reflect the views of the European Union.

\7

(') {3} p g MINISTERO
3 Yeus’ =54 DELLA
V]

THE ROYAL MARINE CONSERVATION SOCIETY OF JORDAN b | ] —
Pale -

alestinian Heritage Trail



On The Right Track...

We support our Clientele in their Investments & Projects through Consultancy and Management assistance along with a High
Monitoring Standards & Quality Assurance
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On The Right Track...

RATIRAC

RABIH TRAINING CATERING CONSULTANCY & COMMERCE
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We support our Clientele in their Investments & Projects through Consultancy and Management assistance along with a High
Monitoring Standards & Quality Assurance
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FICHE DE POLICE

Date : N® Vol :
:':ST riame : GARAN, it
::-résrgon‘:n;e : by i3y
Nom de jaune file : 21530 3 e
Dok o S ogfapepen: A ch
Nationalité : - 2%
Nationality : e
R Yo o i
Soctipetn - .

N° Passeport/Date de délivrance : 2 é 1
Passport #/Date of delivery : Ha¥) Fa S 9 Sl ead aB
Destination/provenance : - ; o
Going to/Coming from : e oA 9} 4g8) Aggiall alglt
Adresse au Maroc :
Adress in Morocco :

ANy ) gial)

Motif principal du voyage :
Main reason for visit :

M w‘Lﬂy‘ &_,.‘ﬂ'

Tourisme /Tourism : D i Affaires /Conférences : D yal sa/ Tas |

Etudes /Studies - D > SO Travail /Work : D S
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On The Right Track...

RATIRAC

RABIH TRAINING CATERING CONSULTANCY & COMMERCE
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We support our Clientele in their Investments & Projects through Consultancy and Management assistance along with a High
Monitoring Standards & Quality Assurance
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CYCLE DU CLIENT a L'HOTEL

Avant l'arrivee du client A l'arrivée du client

1

Réservation Accueil 2

Check-IN

Conciergerie

Caisse | prestations e

Check-Out e Durant le séjour du client

3

Le départ du client
4
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Where does the booking come from?

Direct Booking Agents and Marketplace
affiliates account bookings
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2017 2018

Marketplace bookings 1.2% Marketplace bookings 9.1%
Agents, affiliates Agents, affiliates

Direct online
bookings

Direct online
bookings
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Number of bookings

With human
interaction

With human
interaction

Revenue generated

With human
interaction

With human
interaction
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Research Booking

m Desktop
m Desktop S
= Mobile et
= Table
» Tablet

Research: data of over 1M visitors on TourSconner Booking: data of 10,000 transactions on TourScanner
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SHARE OF TOP 10 TRAVEL BOOKING WEBSITES

Share of the number of website visits from the top 10 most visited websites, Aug 2018

Jalan
Kayak 39

Hotels.com 3%
3%

Ctrip

4%
TripAdvisor
Skyscanner 31%

5%

Trivago
5%

Expedia
6%

Airbnb
11%

Al uall

Booking.com
Source: Similar Web 29% W&&

e

as Lua
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Online Travel Routes Reliable or Not?

NOT (not safe)
35.00%

NOT (more expensive
than offline)
4.00%

RA<T§'RAC 12,317 people engaged in the research
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As a multi-day operator, what would you rank as most important to your
business?

@ Direct online bookings
@ OTAs and marketplaces
' Direct offline bookings
@ Local POS bookings

@ Incoming tour operators

@
S~
* 1
'
RADIH TRAINING CATERING CONSULTANCY & COMMERTE C



BOOking e @ g ‘ Ajoutez votre établissement o Rabch Nehme

=} Hébergements T~ Vols ¢ Voitures de location @ Attractior i Taxis aéroport

@ Assistance coronavirus (COVID-19) v

Rabih, quelle sera votre prochaine destination ?

Trouvez des avantages Genius exclusifs aux quatre coins du monde

Chilly-Mazarin > 4 mer 28 juil. jeu 29 juil. 3 adultes - 0 enfant - 1chambre < Rechercher

Je voyage pour le travail

Votre prochain voyage

Rungis

28 juil. - 29 juil.

ibis budget Orly Rungis

Y 28 juil. - 29 juil. - Confirmée
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Q Chaillac

=] mercredi 7 juillet 2021 v

__ mardi 27 juillet 2021

3 adultes

Aucun enfantC | 1chambre ¢

Rechercher BA@R‘AC

BA BAINING CATERING CONBIATANCY & COMM
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Voir sur la carte

Filtrer par:

Votre budget (par nuit)

Indiquer un budget
personnalisé

|| usssg - uss179

|| uss179 - Uss268

|| uss268 et +

Santé et sécurité

‘_’ Etablissements appliquant des
mesures supplémentaires
relatives a la santé et a la
sécurité




aé1 ..’ '=n asum Filtres populaires ': =. 5 n

| | Petit-déjeuner compris 1 e

C] Connexion Wi-Fi gratuite 2
| | Annulation gratuite 1
|:| 3 étoiles 1

D Climatisation 1

G Fabuleux : 9+ 1
-

Piscine 2
| | Logement avec cuisine 2
Etoiles

Pour passer un bon moment

|:| Péche 3
Canoé-kayak 3
Randonnee 3

3

Court de tennis

A
>
&

RAC

RADIH TRAIMING CATERING CONBIATANCY § COMMERTE

]
]
|| Equitation
]
]

Cyclisme




o~ 8 ® ot ® L
M‘ =n 4.;1 - Disponibilités ® y - n
Lo | | Ne voir que les établissements &5
disponibles

Conditions de réservation

| | Annulation gratuite 1
Repas

I' l Logement avec cuisine 2
I | Petit-déjeuner compris 1

Type d'établissement
| | B&B / Chambres d'hétes 1

|—| Villages vacances 1

|_| Chalets 1

Lits souhaités
| | Lits jumeaux 1
| | Lit double 2

Note des commentaires

| 4| Fabuleux : 9+ 1

|_ | Trés bien : 8+

I:] Bien : 7+

A
>
a

RAC

I I Ag réable RABIH TRAINING CATEHING CONSULTANGY & COMMERCE

o
+




AAlal) delig | Cavoemens aall

00

Chambres non-fumeurs 3
|_| Restaurant -
l:J Animaux domestiques admis 2
D Equipements pour les 2

personnes handicapées

Tout afficher (10) ~

Equipements de I'"hébergement

I:J Cuisine / Kitchenette 2
[:l Salle de bains privative 2
|:] Climatisation 1
D Espace pour un PC portable 1
[:l Terrasse 2

Tout afficher (14) ~

Accessibilité de I'établissement

| | Accessible en fauteuil roulant 1

|—| Toilettes avec barres d'appui 1

A
>
&

I_l Lavabo bas adapté aux

RAC

RADIN TRAINING CATERING CONBUALTANCY & CONMMERCE

personnes a mobilité réduite




Petit-déjeuner > Le LOgiS B&B (BEd & BreakaSt) QoD

compris e La Trimouille - Indiquer sur la carte - 20,3 km de : Chaillac

& x 7 Suite Familiale Deluxe

2 salles de bains

4 lits (1 lit simple, 2 lits doubles, 1 canapé-lit)
Annulation GRATUITE

Vous pourrez annuler plus tard. N'attendez donc pas
pour vous garantir ce super tarif aujourd'hui.

A

Fabuleux m
42 expériences veécues

Confort 8,9

20 nuits, 3 adultes

US$3 585

Taxes et frais compris

Voir les

disponibilités
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(Tﬁ dduall delia
We are here to help you.

On behalf of the YOUR HOTEL NAME,

we would like to personally thank you
for choosing to stay with us.

It was a pleasure to
have you as our guest and we truly
look forward to your next visit
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know-how art of making barista, pastry, sushi, bakery

Cigars' Education Techniques tality saion&inair art of miology, cocktais & mocktas
s S ’;“ :'b“‘ A ;Itm? Man?ger\kwenl Tram the Tramer “ Coupe du Monde de la Pétisserie
decoration rategic 1hinking Food & Beverage
S " - na‘ cistgeb :aafl‘l)r Up SGI““Q " T ' Finance for n 'B‘U;d\gcak\n.g
Team 8un|d|ngb u Sl I l ess Leaders ”'I’THTCP Revenue Management -
Positive Thmkmg certificates < &£~ b d Kitchen Design &
SOP @ Business Pian Devel ra n lng Strategic Planning 0 g.
. . P37 By :
Services Include: S2  presentation Feasibility Study On the Right T:ack S
S § Anger Management 2 EJ . \ ntensive ~ © g e 3
i ili > H lene © ~ = k ; (—; S 3 O
* Market & Feasibility Study Zs 5 Mroknes 3 ; 2 38808
S E g SKlis £ Arts courses & g 2 oud
. o v g Lem Ch 5 BFTF‘Q\[UH: 3 =2
* Business Plan Development §§5  RABIHTRAINING CATERING CONSULTANCY & COMMERCE G 2 %3 Sales
= g%é g r1arketmg upport 2 = =
. . £22 Project Development = t d @D
e Strategic Planning e retionalreview S8 P 11NN A =3
perations anua £ eiop -~ == S ™
Creative Problem Solving 2 g Improving Employees Productivity 3
» Sales & Marketing Support We support our Clientele In their Investments & Projects through Consultancy and Management aSsistance
along with a High Monitoring ‘:~7i"'.i-"1‘ & Quality Assurance
* Operational Review & Analysis - : S

* Operations Manual Development N - é‘
/ 90

+ Concept Creati =
oncept Creation b, - 4 " l \.?
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* Project Development, Planning & Implementation

* Preopening & Ongoing Operation Management Adwsory
Services
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* Franchise Business Format
&
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Conducting Training & Development Programs:

* Step 1: Recognize Goals. ...

* Step 2: Identify Competencies. ...

* Step 3: Do a Gap Analysis. ... ,

* Step 4: Interview Employees. ... - -
N

« Step 5: Offer Formal Training. ...
* Step 6: Add Coaching/Mentoring. .
» Step 7: Allow Self-Directed Learning.
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RAT/RAC

In the following main COURSES & TOPICS :

* Business/Social Ethics & Etiquette

* Emotional Intelligence

* Customer Service

* Communication skills Training Program

* Personal Hygiene & Grooming Standards
* Stress & Anger Management

* Improving Employees Productivity

* Time Management (CEO & Executives)

* Strategic Thinking

* Positive Thinking

* Creative Problem Solving
* Conflict Management / Overcoming Team Obstacles

* Team Building
* Business Ethics & Writing



AWARDS

In the following main COURSES & TOPICS :

* Master Sales; Selling & Up Selling Rules & Techniques

* Presentation Skills Training Course

* Restaurant & Kitchen Management

* Food & Beverage Revenue Management

* Restaurant Service Training Program (sequence of Service)
* Food & Beverage Cost Control

* Waste Management

* Menu Engineering Calculations, Strategies & Interpretation
* Hospitality Sales & Marketing

* Leadership & Supervisory Skills Development

* Chef's Leadership Skills

* Finance for non-Finance / Budgeting

* Train the Trainer

* Chef's Train the Trainer




We are collaborating with an Elite International
Professional Celebrity Trainers & Champions’ Specialists &
Experts

Our Resources & Capabilities are directed to meet the -
special needs of each client in the most cost efficient and T'

effective manner with the highest value to assist the clients
with an array of customized & personalized services

With a hands-on approach, we consistently brings
innovative ideas & high-quality solutions for the proper
setup of the business in order to ensure a successful
smooth operation for a long term functionality

Keep Standards high & improve Productivityy
RATRACCC s.a.r.l. , On the Right Track...
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