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This is a series of 
one-day virtual 
workshops designed to 
support hospitality and 
tourism employees. The 
workshops will enhance 
the Abu Dhabi visitor 
experience by providing 
quality service in line 
with Emirati culture and 
providing information of 
the emirate’s tourism 
products and services. 

ABOUT THE 
PROGRAMME:

Upon completion of the workshop, employees will become ambassadors 
for the destination, able to confidently reflect the authentic values of 
Arabian hospitality and deliver a truly memorable and extraordinary 
visitor experience, validated by authenticity. 

The programme is offered in 3 levels:

• Bronze
• Silver
• Gold

Each level will offer a unique set of workshops that target specific 
competencies suitable for the audience.

THE WORKSHOPS:
Applicants are encouraged to start their journey from the Bronze level 
gradually progressing to the Gold.



BRONZE LEVEL 

      Excellent Customer Service

Customer service is what the hospitality industry is all about, and in 
today’s  competitive business environment – ‘people skills’ are critical to  
organisational success. How you deal with your customer can affect not 
only your personal goals but also the team and overall company 
performance. Discover the skills necessary to communicate professionally,  
enhance the customer experience, gain respect and increase competitive 
advantage through excellence in customer service.

This workshop provides participants with the necessary tools to enable 
them to communicate effectively within a multicultural environment.  

      Abu Dhabi Sites and Attractions

Discover and explore the key skills necessary to develop and promote 
the Emirate of Abu Dhabi as a unique global destination, rich in cultural 
authenticity, diverse natural offerings and unparalleled family leisure 
and entertainment attractions, with the aim of supporting Abu Dhabi’s 
evolution into a world-class, sustainable destination of distinction.  

      Abu Dhabi Culture & Heritage

Imagine this scenario:
….you are at the front desk and a customer approaches you to find out 
why the ladies are wearing black and the men white?  Another customer 
asks you about traditional Emirati food….while the husband is eager to 
know where he can go to see the inside of a Mosque.  
Are you able to answer these questions with confidence and ease?  In 
this workshop, the answers to these questions and more will be covered 
to provide you with in-depth knowledge and awareness of the UAE’s 
culture and heritage and in particular, Abu Dhabi. Join us for a day filled 
with facts, activities and even the opportunity to sample some authentic 
traditional Emirati food.



SILVER LEVEL 

      Change Management

Organisations operate based on shifting circumstances, both internal and 
external. While it is widely accepted that change is constant, individuals 
respond and adapt to changes differently. Dealing with change is a very 
personal experience and one which can be uncomfortable, stressful and 
even worrying at times. But the good news is, there are many practical 
steps you can take to make coping with constant change easier.

By focussing and building on personal adaptability, this workshop provides 
tested tools and techniques to flourish and sustain high performance 
under challenging and changing situations. We cover the inevitable and 
unforeseen responses to change and share a variety of methods to help 
both you and your colleagues fully embrace change.

      Social and Emotional Intelligence

Quality assurance has evolved, this means that customers do not just 
rely on the quality of tangible factors of customer satisfaction, but also 
its social and emotional impact and how the experience made them feel. 
That is why social and emotional intelligence is particularly important for 
hospitality and tourism industry as the nature of the business is high on 
human interaction.

This workshop will definitely put your social and emotional skills to 
the test.  We will be conducting a variety of self-awareness activities, 
insightful information about things we perhaps take for granted, along 
with some tips and tricks to support your journey.



GOLD LEVEL 

      Critical Thinking and Decision Making

The real test of a business is how effectively it deals with customer 
problems when they arise.  By looking at it, not as a necessary burden, 
but as a great opportunity. Explore a variety of approaches on how to 
solve problems by employing critical thinking and decision-making. 

In this workshop, participants will learn how to approach problems 
holistically by first identifying the situation, putting their critical thinking 
skills to the test, then analysing the situation before moving to solution 
development. It will also include topics on how to effectively influence 
and persuade others using evidence-based analytics to ensure that the 
organisation is making the right decision.

      Agile Mindset

Having an ‘agile mindset’ is all about embracing a mentality or approach 
that believes in adapting to change, learning through failures and 
encouraging feedback to bring in consistent improvement. 

This workshop is a brief introduction about what an agile mindset is, 
its values and how you can use agile practices at your work. On this 
workshop, participants will learn how to foster an agile culture in an 
organisation and develop a continual and ongoing process of driving 
change in behavioural norms to develop an agile mindset.

Who Should Attend:  Hospitality and tourism employees.

Programme Details:
Platform | via Zoom Application
Fees | AED 350 per workshop per person


