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1. Give short answers for the following questions:


I. What are the inbound tour operations?
Inbound tourism is defined as comprising the activities of non-residents travelling to a given country that is outside their usual environment, and staying there no longer than 12 consecutive months for leisure, business or other (corresponding) purpose.

II. Define outbound tour operations
Outbound tourism comprises the activities of residents of a given country travelling to and staying in places outside their country of residence and outside their usual environment for not more than 12 consecutive months for leisure, business and other purposes.


III. Name the principle suppliers involved in tourism industry.
airlines, hotels, shopping malls, cultural attractions,...


IV. Outline the staff requirements for inbound tour operations.
in inbound tour operations the staff requirements may include:
• Supervisor pickup and transfers,
• Airport representatives,
• Reservation assistants,
• Domestic ticketing executives,
• Accounts executives,
• Drivers and chauffeurs, and
• Escorts/guides.
2. Discuss in details the tasked involved in inbound tour operations.
For a successful inbound tour operation experience, the manager must make sure that the staff will be able to fulfill the customers’ expectations by following these rules;
• Giving good impression : putting everyone in the right mood will give the visitors a good feeling that they choosed the right destination and the right country, this will more likely make them to buy extra services and select your company for future visits to the country. A properly prepared, planned and well-conducted transfer of groups will ensure a smooth and happy start.
• The Staff should always put themselves in the clients’ shoe and how would they feel after a long flight when they are not only tired but they may also be dehydrated or they may be suffering from the change of climate from their country to yours. (A North European coming to South Asia in January could be experiencing a difference of as much as 45 to 50oC which requires a little adjustment). They are often nervous, for there is a fear of a foreign culture, foreign food, foreign people of different races and colours, of getting lost, ill, or robbed, and who knows what others fears!
The staff can also look at these fears in a more positive way and can be regarded as part of the challenge, the excitement, or travelling abroad
• The stuff must apprise the tourist(s) being comfortable and safe because what clients expect from the company is to feel safe and secure, satisfy physical needs, belong with others, and have their status recognised.
• Although some clients may want to find the way themselves, it is to consider to propose transfer services to them since you will save them the ‘hassle and bassle’ of such transfer specially if it is their first visit to the country, also it is to mention that you will be providing a cheap and effective services as a professional which will be a service that it is faster cheaper and comfortable .
So the staff should cross - check the following steps in order to ensure that all goes well and the client needs are met several days before pre-arrival;
• Required/requested kind of transport has been booked, booked vehicle should be the right kind of vehicle for the purpose.
•The staff must use the most appropriate transport for the clients. Clients may have requested air conditioned vehicle or they may have been carrying a lot of luggage so that a larger vehicle or even a second vehicle especially for the baggage may be needed. (This particularly applies to active special interest groups like divers, climbers, trekkers, and campers).
•The transport arranged by your staff must be reliable, safe, well maintained and clean. The transport arranged by your staff must be reliable, safe, well maintained and clean. The driver must be briefed as to exactly where the transport will be located in
the airport terminal building and how escort can locate it. You must check if a
voucher is required for transport and hotel must be released by you well in advance and must ensure that there vouchers are prepared for all items and after rate agreed. If there is need for some cash for payment of porter for luggage then you must assess the required amount and release the cash. Ensure that your staff has informed the transport company about the number of passengers and bags expected and other relevant details.
•Ensure that hotel rooms in required numbers shall be made available on arrival, and also advise the hotel front office and housekeeping about what time the clients will actually be arriving in the hotel so that the housekeeping department is ready for them (this is especially true in the case of very late arrivals). 
•Staff and performance appraisal must be conducted for staff about other needs of your clients.
• Escort should  collect and carry information on:
· Flight number;

· Name list;

· Details of transport, transport voucher;

· Hotels’ name and address, rooming list and hotel voucher;

· Together with any special details such as the nature of the group, difficulties

with mobility, VIPs, etc.; and
· Greeting/sign board (individual tourist’s placard giving name of the tourist,

country coming from or company he/she is representing, etc.)
• Developing proper communication systems between employees in charge of airport transfer and hotel dispatching and try to provide  them a mobile phones so that both of them can update each other about the movements of the tourist(s).
• Prior to reaching the airport the staff member should call the airline and establish the Actual time of arrival.
• Checking change in the timings, always advise the transport company and the hotel of changes, accordingly. 
• Making sure that the transfer staff has reached at the airport before the passengers come out of the waiting hall.
Providing  staff an airside pass only then he/she enter the customs hall assisting and greeting passengers. In some airports where this is not allowed because of security concerns staff must be apprised of the same so that they shouldn’t commit any thing of this sort.
Staff must position themselves in public/visitor’s gallery immediately outside the customs hall closely indicating their guest’s/group leader’s name.
· The staff member should take precautions at this point of time to gain first impression for the company since they will not get another chance to repair the impressions,

· The staff should be clean, neat, and very well groomed (Use the personality factor),

The staff should be wearing a badge which identifies him/her as the official in charge of the clients; and If possible the staff can wear a uniform since this also helps the client to easily recognise and trust the staff deputed. In short, the staff members must equiped with the following:
· Badge,

· Uniform as prescribed,

· Greeting board,

· Name list,

· Clipboard and pen,

· Mobile phone or phone card or coins,

· Tips or voucher for porters,

· Transport vouchers,

· Hotel vouchers,

· Welcome packs and/or gifts,

· Hotel registration cards, and

· Smile of the escort.

Certain other aspects to be taken care of include:
Passengers’ Identification:
The stuff must be trained to greet tourists cheerfully and briefly welcome them, and tick them off on his/her list (for the purpose of security and status), ask them to wait in the waiting lounge so as to allow all members of the group to assemble. In case, if the staff find that someone is missing, immediately ask the airport information service to announce:
· Name of missing passenger,

· Name of tour group,

· Place arrived from,

· Easily identifiable meeting point, and

· Ensure this announcement is in the language the passenger speaks.

Departure Transfers
· All scheduled seats for the next sector should be reconfirmed 72 hours before departure (if applicable) and tickets should be gathered up.
· Each and every client must be advised in writing one day before of their flight time and date and pick up time from the hotel. This can be achieved by putting a notice on the tour notice board, or a letter can be handed  to each client with reception. (If it is not put in writing there is a risk that a client who misses the flight can blame the company.) Details of any departure tax payable should be included.

· Reconfirm transport and voucher arrangements with the transport company and double check that there is no change in the flight time. the staff should establish and inform how much in advance before the departure clients should settle their extra bills at reception.

· On departure day the staff shall be advised to follow the departure transfer checklist (given below) which is essentially the same as for the arrival transfer. customers’ needs are the same, i.e., full attention. He or she may again be nervous and unsure but by now has developed trust in the company and should be easier to direct.

· Departure Transfer Checklist

· Brief clients in writing and in advance,

· Brief hotel and porters to be ready,

· Be at hotel early,

· Ask reception if everyone has paid extras,

· Gather up clients, phone rooms of those who do not appear,

· Load bags (each client to confirm),

· Remind clients to:

· pay extras,

· Return keys,

· empty safe deposits, and

· have passports and tickets in hand luggage.

· Load passengers,

· Depart for airport,

· On route explain procedure at airport,

· Explain what facilities are available (toilets, Post office, Duty-free, Café?),

· Drive as close as possible to check in area,

· Before leaving bus wish them a safe and happy journey home and that they will

come back soon. Sound as if you mean it,
· While saying goodbye some passengers may offer small tips and gifts. Thank for these but NEVER solicit them,
· Assist with getting porters/trolleys,

· Assist with check in procedures/airport taxpaying, etc.

· Escort to security and passport control,

· When all have gone airside you can leave but not before, and

· If there is a delay before the clients have gone airside you are still responsible for them.

Other Areas for Supervision in Inbound Tour Operations
Tourism is a very sensitive industry as it deals with people and their holidays. In the preceding sections various aspects that are necessary were mentioned for making the customer feel comfortable. However, certain other aspects should also be taken into account.
1) As a tour operator finances must be well managed.
2) As a tour operator, besides having proper product knowledge, it is paramount to have a proper understanding about the functioning and role of each organisation (like airline, hotel, surface transport, Government department, such as, Archaeological Survey, Ministry of Environment, etc.). He or she should also analyse the options available and work out contingency plans.
3) The manager alongside employees in a tour operation company should always be prepared to react to any sudden development (strikes, health problems, political upheaval, non-availability of hotels or airline seats, etc.) to handle such situations, staff must e adequately trained to take on the spot decision to offer solutions.
4) Increasing use of technology has considerably changed the nature of operations management. However, computers, fax machines and even telephone systems also keep breaking down (e.g., power cuts, etc.). Hence, it is important that the company should also train its employees in manual systems as it comes handy in times of crisis.
5) Market research, market segmentation, understanding the tourist markets, tourist profiles, etc. are essential for achieving success in business and a tour operator must pay considerably attention on these aspects. Besides, proper linkages have to be established with principal suppliers. Preparing attractive brochures, participation in travel marts and travel conventions help the tour operator in increasing business. Many tour operators are also going for direct selling to the consumers by putting advertisements in the print as well as electronic media.

3. Which marketing strategies are used in inbound and outbound tour operations and how do they differ?
Marketing strategy used in inbound tour operation
While marketing inbound tours focus is on popularising the product in tourist generating countries so as to attract tourists. Therefore, emphasis is on developing marketing programmes targeting at achieving this goal. 
Traditional methods of marketing are used such us;
-Publicising  products through  overseas offices of Department of Tourism. 
-Having representative offices  in other countries, they can be in charge of printing  and circulating the company brochures highlighting the special features of their products.
-Approaching directly to the consumers by sending messages to foreign tourists through their print and non-print media or you can plan your marketing efforts in an organised manner along with other trade players. 
-Making use of tourism offices and embassies for tourism promotion
Marketing startegy used in outbound tour operation
Outbound tour operation focuses on presenting a convincing picture of
the destination in front of the customers. Since  tourism being intangible; it is very
difficult to sample it. It is, therefore, the first hand knowledge of the tourist destinations the company is representing which will help marketing them effectively. Most commonly used tool to achieve this goal is take advantage of familiarisation tours conducted by these destinations as promotion tools. 
In addition, if the company is representing different destinations but within the same continent, the later needs not departmentalise. 
How inbound and outbound tour operation deffer
Marketing of inbound tour operations should centre around quality assurance at all levels of
product designing, development, and product delivery/promotion, post-delivery efforts are
making an impact on your overall marketing philosophy, i.e., whether you gather feedback and analyse it or not. Thus, you are advised to practice all these and other creative activities
to be a successful inbound tour operator. Whilst outbound tour operation focuses on the knowledge of the international destination in order to prepare an attractive and convincing offer for the client and create incentives why they should  visit a particular country, this could be achieved by being familiarised to these destination.
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