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T
imes have certainly changed since 

Aquila moved full steam ahead 

into the cruise sector in 2010. 

After starting with an online Tour Guide 

involved with developing programs for 

multiple destination clients, from ports, 

destinations, tour operators, attractions, 

tour guides, vendors and more depending 

on their needs. Today, the Aquila Center 

for Cruise Excellence works collaboratively 

with cruise lines, tour operators, attrac-

tions and port destinations to help raise 

the level of excellence. 

Before getting into some of the how, 

with this article focusing on a few des-

tinations—Aruba, Dominican Republic 

and Puerto Rico—that have invested in 

their training since 2013, it is good to 

know the why. 

“It is crucial for tour operators and 

destinations to look at training as an 

investment in order to succeed,” said Erika 

Tache, senior director, product develop-

ment, Carnival Cruise Line. “Keeping 

up with regular training means you stay 

on top of the trends and the needs of this 

continually evolving cruise business. The 

tour operators and destinations that helps 

raise the level of service excellence.”

Together with those throughout the 

destinations and industry, we continue to 

develop new ways to bring service excel-

lence to another level. This has required 

collaboration with the cruise lines and 

local destination stakeholders in ascertain-

ing the biggest needs for service excellence, 

asking questions to bring ownership and 

buy-in to the outcomes, questions that 

help to discover those needs like: Where 

is training needed? Are there ways to be 

more creative and innovative to maximize 

opportunities? What are the priorities and 

next steps? How can we best create a cul-

ture of service? Are there opportunities for 

can we help vendors and frontlines become 

customer focused? In working with a des-

tination, we look at the entire experience 

as a whole and determine how we can help 

raise the level of excellence.

When we started working with Puerto 

Rico Tourism Company (PRTC) over six 

years ago, the challenge was that there 

were multiple areas needing training. We 

started with getting tourism stakehold-

ers onboard and helped 80 tour guides 

through the Tour Guide Excellence 

major tour operators on coaching them 

through attaining the ACE Tour Operator 

Designation. The collaboration with 

PRTC has continued yearly since then, 

with Aquila delivering numerous other 

training programs, including the FCCA 

Customer Service and Frontline Training, 

product development workshops and ses-
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sions with government agencies on work-

ing together in maximizing opportunities 

in cruise. 

Aruba is another example of a des-

tination that has continued investing in 

training their people and collaborating 

with us yearly over the last six years – 

beginning with workshops and training for 

tour operators and tour guides and evolv-

ing into a variety of other training and 

workshops during their annual tourism 

conferences. Most of Aruba’s tour guides 

have received their Tour Guide Excellence 

now working on attaining the ACE Tour 

Operator Designation.

“The Aruba Tourism Authority 

recognizes the importance of training to 

enhance the experience of our cruise visi-

tors,” said Mario Arends, cruise manager, 

Aruba Tourism Authority. “Together with 

Aquila, we have carried out training ses-

sions for tour guides and tour operators 

that have been very well received and have 

proven to give the results we were looking 

for. We can’t recommend this enough.”

A further example of continuous 

investments in training is the Dominican 

Republic, where yearly investments were 

made over the last six years for online tour 

guide training. Then in 2015, just prior to 

the opening of Amber Cove, Puerto Plata 

invested in training and certifying almost 

200 tour guides excited to welcome the 

These investments make a huge dif-

ference to guest satisfaction ratings, while 

people, in a destination – and it is never 

too late to start a training plan to improve 

a factor that always makes an impression 

on guests. After all, guests always remem-

ber—and often tell their friends and fol-

lowers about—their experiences with the 

people throughout destinations, from tour 

guides and taxi drivers sharing stories that 

worker simply smiling at a guest. 

As we continue to develop training 

workshops and programs to meet industry 

needs, we work closely with cruise line 

executives, especially on the Shorex side, 

to make sure we are all on the same page. 

This means regular conversations around 

what the needs are. A destination’s invest-

ment in training is directly correlated 

to the destination’s success in receiving 

higher guest satisfaction ratings that leads 

to increased tourism, for both cruise and 

stay-over guests. 

Now is the time to review your invest-

ment plan and consider how beyond the 

infrastructure, your people truly lay the 

foundation and can deliver some of the best 

possible ROI (recommendations on invest-

ment). It is also the perfect place for anyone 

reading this at Seatrade Europe or the 

FCCA Cruise Conference & Trade Show, 

as Aquila is ready, willing and able to meet 

with you to work on this plan together. 

For more information, contact  
Beth@CruiseExcellence.com.
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