AussieHost Background Information
September 2007

QTIC's Vision for AussieHost

In driving the AussieHost relaunch, QTIC is driven by a commitment to promoting service
excellence, and the opportunity for all businesses, but particularly tourism, to access high
guality, cost effective training. Why, because tourism is everybody’s business.

Tourism is one of the world’s fastest growing industries and one of the most significant
employment sectors. In Australia tourism provides jobs for more than 550,000 people,
and in Queensland it employs in excess of 136,000 people.

National industry research consistently identifies customer service as a key area of
ongoing concern for ensuring business growth and success.

Queensland Tourism Industry Council (QTIC) is the state peak body for the tourism
industry, providing a united front for industry associations and industry members. Itis a
not-for profit membership organisation representing members’ interests. QTIC is
committed to working collaboratively with industry, its state-based and national
colleagues in encouraging excellence in customer service. Better service is Better
business! Service quality is critical to ensure a high level of visitor satisfaction and
therefore business competitiveness and profitability.

Why AussieHost?

AussieHost is a proven training program that has been utilised within the tourism industry
nationally since 1994.

The tourism industry, like others, has used this product, and have consistently asked for
its return, because it:

o Covers all the fundamentals for customer service, no matter industry type, size or
location;

0 Motivates all team members to take responsibility for their actions which directly
has a business return on profits;

o lItis affordable and delivered in just one day.
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QTIC AussieHost Partnership

Queensland Tourism Industry Council (QTIC) in conjunction with ARA (Retail Association
of Australia - NSW) were delighted to relaunch AussieHost, the nationally proven
customer service program, in March 2007.

In 2006, QTIC engaged industry, government and Tourism Association involvement
through a pilot program which reinforced interest in, and the relevance of, the program.

QTIC has formally become an AussieHost partner with the Australian Retailers
Association (NSW) to support the delivery of a high quality national training program that
will serve as a quality benchmark for customer service in Australia.

Together with ARA (NSW) and our industry partners we look forward to developing and
offering a range of versatile, value based training programs that will support employers,
employees and volunteers to improve delivery of service, self-reliance and self-
confidence.

OTIC and ARA (NSW) Partnership

Queensland Tourism Industry Council (QTIC) is the lead agent for tourism and hospitality
and services nationally for the suite of AussieHost products. Excellence in customer
service is recognised within the tourism industry as critical to ensuring a high level of
visitor satisfaction and therefore business profitability.

The Australian Retailers Association (NSW), owners of the AussieHost program, is the
nationwide organisation which is recognised as representing the diverse interests of all
retailers. It is the most effective provider of quality information and services to its
members, which fosters an environment conducive to their business success.

Both organisations will:

Identify methods of providing effective support, development, promotion and
delivery of the AussieHost suite of programs

Co-operatively undertake additional initiatives to facilitate business growth and
development and a culture of service excellence;

Co-operatively work toward the take-up of quality frameworks and accreditation
by the industry to protect the quality of tourism product and experiences.

QTIC has specific responsibility for:

o National promotion of the program to the tourism, hospitality and service sectors

o0 National training of AussieHost trainers

o Development and hosting of an annual professional development conference for
AussieHost Trainers

0 The selection of key members to join the national AussieHost Steering Committee

o0 Providing advice to Australian Retail Association (NSW) on the overall
performance of AussieHost suite of products nationally.
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ARA (NSW) has specific responsibility for:

0 Maintaining a high standard of service to all queries and related administration for
all aspects of the AussieHost suite of products

o0 The ongoing mapping and accreditation of AussieHost against national training
gualifications

0 Manage a newly established AussieHost Steering Committee

o Provide national Aussie Host updates

What is AussieHost?

AussieHost is a nationally recognised customer service training program that focuses on
interpersonal communications, customer relations and service. It builds personal,
professional and community pride and inspires a greater commitment to providing better
service.

The AussieHost mission is to create a culture of high quality customer service standards
throughout Australia, while contributing to every Australian’s opportunity to achieve
personal, professional and commercial significance.

This is achieved through:

Obtaining a personal commitment to service professionalism and pride from all
AussieHosts.

Increasing awareness throughout the community and amongst service providers of
the importance of the service industry to business and the Australian economy.
Creating a nationally recognised, high quality, fundamental customer service training
standard.

Aussiehost’s unique approach focuses not only on skill development, but on versatility,

innovation, self reliance and self confidence. It ensures that the individual takes
responsibility for their service delivery.

History of AussieHost

The Quality Customer Service concept began in 1985 in Canada.

From Canada it has since spread to Australia, New Zealand, Zimbabwe, Wales & UK,
Botswana, Cost Rica, Indonesia, Asia, USA — Utah, Montana, Alaska and so forth.

AussieHost was introduced into Australia in 1994 by the Inbound Tourism Organization of

Australia (ITOA). The Australian Retailers Association (NSW) purchased AussieHost in
1998.
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What is the level of industry interest in AussieHos t?

Over the past year QTIC has received resounding support to reinvigorate AussieHost.
Support has come from a variety of industry sectors, from small to large businesses and
from many regions across Australia.

These industry groups and businesses are aware of the importance ongoing need to
keep abreast of information and that service is what counts. They understand the
importance of understanding your customer in these competitive times and in training
staff to be confident and display a positive attitude to customers in all situations and to
take responsibility in the workplace.

The following industries and businesses are currently involved:
Beaudesert Shire
Big-Cat Green Island Reef Cruises
Brisbane Marketing — Visitor Information Centre
Brisbane North Institute of TAFE
Bed & Breakfast and Farmstay Queensland
Cooloola Regional Development Bureau
Down Under Tours
Gold Coast Information and Booking Centre
Ipswich City Council
Long Island Resort
National Retail Association Ltd
Queensland Hotels Association
Queensland Outback Tourism Association
Queensland Regional Tourism Organisation Network
Redcliffe Tourism
Redlands Shire
Restaurant and Catering Queensland
Riverlife
Southbank — COTAH Institute/ College of Tourism & Hospitality
Surf Life Saving Queensland
The Chalk Hotel
TAFE Queensland
Tourism & Hospitality Skills Formation Strategy
Tourism Whitsundays
Tourism Queensland
Whitsunday Escape
Wine Industry Development Association
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The Benefits to Tourism

Tourism, Hospitality and related service industries can benefit enormously from ensuring
guality professional service is offered within their organisation. Staff are more committed
and passionate about how they go about their role, taking responsibility of what they do
and create in the workplace. Increased professional service with an edge means
improving the bottom line in your business. It establishes if staff members — frontline,
behind the scene personnel or managers know who their customers are, know their
product and what your business does best.

Can your staff communicate effectively with your customers, to other team members and
with wider community? You get to find out.

For managers, it means engaging their staff in the business, valuing them as a team
player and more importantly knowing the level that your staff are at.

Do you understand why firms loose their customers and how your attitude makes all the
difference? Learn about what it takes to keep a customer for life. Learn about the real
cost of the complaining customer and the steps to overcoming customer complaints and
dissatisfaction.

AussieHost has been the number one customer trainin g program since the early
1990’s so we are pleased to announce that it is bac k!

What is the content?

The AussieHost Customer Service Program is delivered in a one day workshop that
covers:

What is customer service excellence

Work place and professional presentation

Excelling in communication skills

Effective telephone communication

Handling customer complaints and dissatisfaction
Who are your customers and how best to serve them

O O O0OO0O0Oo
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What is an AussieHost Business?

To become an AussieHost Business, an organisation must send 50% - 70% - 90% of all
staff (full time & part time) through AussieHost. This is so the customer will have a
greater than 50% chance to be served by a staff member who is competent in providing
guality customer service. To remain an AussieHost business, the business must
maintain the percentage of AussieHost trained staff at 50% - 70% - 90%.

There are three sub-lyers of business accreditation, with relevant staff participation
percentage numbers connected.

1. 50% of staff attend and complete training: Bronze AussieHost Business
2. 70% of staff attend and complete training: Silver AussieHost Business
3. 90% of staff attend and complete training: Gold AussieHost Business

When a business becomes eligible for business status they will receive an AussieHost
Business Kit; this kit will include a Decal on their door, this annual decal validates their
standing as an AussieHost business and is the benchmark symbol that guarantees
entering customers that this business provides a commitment to quality customer service.
Wherever a customer sees a business displaying the AussieHost symbol they will be
assured a friendly welcome, professional service and a ‘warm’ welcome.

How do | engage in AussieHost?

Wherever you are in Australia, whether you are a business operator, community group,
training company, council or individual then AussieHost is for you! If you are based in
Queensland or are in the Tourism/Hospitality or other Services anywhere in Australia
then contact Queensland Tourism Industry Council (QTIC).

Use the questions below as a guide to thinking about how you want to engage and email
us your interests to aussiehost@qtic.com.au.

Would you like us to organise a workshop for your community, staff or volunteers
Would you prefer to attend a workshop?

Are you interested in becoming an AussieHost Trainer? (Subject to accreditation
process).

Would you like to become an AussieHost Provider?

Would you like to promote AussieHost?

For information on workshops in the Tropical North Queensland region, contact the
Tropical North Queensland AussieHost Committee on 07 4030 1177.
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When will workshops commence?

Workshops for the Tropical North Queensland region will be arranged by the Tropical
North Queensland AussieHost Committee. Please direct all enquiries to the AussieHost
Hotline on 07 4030 1177. To assist in the planning, please provide details of the
following:

How many staff will be trained?

Where would you like the training to be held? l.e. Victoria, Queensland etc.
When would like your training to be held? Which month/s suit best?

Who is the best contact person?

How much does an AussieHost Workshop cost?

The one day program runs from 8.30 am — 5.00 pm which is inclusive of materials and
refreshments (morning/afternoon tea and lunch).

Recommended Retail price $195 inc GST

Is AussieHost Nationally accredited?

The AussieHost program has been mapped to national training competency standards
across the retail, tourism, hospitality, transport/ distribution and assets/security packages.
When training is delivered by an approved Regional Training Organisation Assessor, a
statement of attainment combined with relevant off-the-job experience is achieved.

How do | become an Accredited AussieHost trainer?
QTIC is committed to building and supporting a dynamic and result orientated training
team. QTIC will manage the “Train the Trainer” for tourism and service industry sectors

nationally.

This two day program runs from 8.30 am — 5.00 pm which is inclusive of materials and
refreshments (morning/afternoon tea and lunch).

Recommended Retail price $990 inc GST
Full QTIC members $690 inc GST
RTO members $840 inc GST

Options are available for organisations to arrange training onsite (subject to an
appropriate training room being available) which will result in a reduction in price.

Trainers are required to go through a staged training and accreditation process.

Please go to the website www.qgtic.com.au and click on AussieHost to get an update on
the latest training dates.
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AussieHost Len Taylor Excellence in Training Award

QTIC has established the AussieHost Len Taylor Excellence in Training Award as are
recognition that QTIC understands that the strength and quality of the AussieHost
program thrives or perishes with the passion, skill and expertise of the AussieHost
trainer.

QTIC is 100% committed to realising our vision for service excellence through supporting
our team of elite AussieHost Trainers. The Award honours the late Len Taylor, who
through his role at Inbound Tourism Organisation of Australia was the driving force of
AussieHost here in Australia way back in the early ninety’s.

The Award provides an opportunity for accredited AussieHost Trainers to be recognised
by their industry, peers, community and AussieHost participants for instilling this
commitment to customer service nationally.

The winner will be announced at the inaugural AussieHost Trainers Professional

Development Conference which will be annually and the first will be held Brisbane in
early Feb 2008.

What Industry is saying

“Any training program that has a focus on improving service by building relationships
through effective communication, teamwork and employee pride in their professionalism
has got to be a winner in the hospitality and tourism industries. Food service businesses
are no different in this regard and operators clearly welcome initiatives such as Aussie
Host that are aimed at improving staff culture, which in turn positively impacts on the
bottom line”.
James Visser, Chief Executive, Restaurant & Caterin g Queensland
And Chairman of QTIC Associations Council and Skill s Link

“One of my staff and | completed the Aussie Host program last year. | found it an
excellent tool in giving my staff member more confidence and in realising the importance
of customer service excellence. The training provider communicated at a level which
was understandable and practical. The training provider was on hand to encourage the
participants to ask questions, "think outside the square" and motivate them to perform at
a higher level”.

“It also gave my staff the opportunity to network with other staff members and discuss
things that had happened to them in other employment”.

“I would highly recommend this course to all business owners and their staff as my
bookings increased substantially due to the positive change in the attitude of my staff
towards customer service”.

Pam Hardgrave, Bed & Breakfast and Farmstay Queensl and
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“In today’s competitive sales environment, service standards and service skills are what
makes or breaks a sale in the retail industry. As part of our alliance with QTIC, the NRA'’s
approach is to increase service skills through the Aussie Host Program that will integrate
with existing enterprise selling strategies. It is important retail staff have the confidence to
represent their company effectively to ensure a greater focus on service excellence.
The Aussie Host Program is considered to be a concise and relevant industry benchmark
that will be embraced by the Retail Industry”.

Paul Willis, General Manager, National Retail Assoc iation

“Having already established a reputation within the tour and transport industry as
maintaining a level outstanding customer service, Down Under Tours is proud to further
up-skill our staff service capabilities through the Aussie Host program”.

“It is important that visitors to our destination have the opportunity to see and interact with
local hosts who are very polite, very well-mannered and can demonstrate that Australia is
a very wholesome, friendly country. The Aussie Host program will give us the tools and
the training to achieve this, for the betterment of the Country’s tourism industry.”

Erin Boland, Human Resources Manager, Down Under To  urs, Cairns

“AussieHost is a great program to ensure volunteers and staff have a basic benchmark of
customer service. By having this benchmark | feel confident all staff and volunteers at my
centres understand the importance of great service. the program provides upskilling for
volunteers - one of the main reasons people volunteer, better communications skills all
round as the volunteers also use their new found knowledge to increase others
understanding of what service should be offered eg when they are customers on the
receiving end”!

“With great service comes repeat business and word of mouth as to where to get this
great service”!

“We hear all the time how someone told the visitor to come and see us because we will
be able to help them! Even one of my original volunteers asked the other day when | was
going to make a few of the new volunteers do the AussieHost program as it was the best
training she ever received! Hows that for unsolicited promotion”!

Nicky Young, Tourism Officer, Redcliffe Tourism

“Surf Life Saving Queensland is Queensland’s peak beach safety and rescue authority
and one of the largest community based service organisations in Australia”.

“As representatives of one of Australia’s most iconic organisations, it is crucial that our
staff are well trained and well presented. We rely on our frontline staff to embody the
values of our unique organisation and to present this image to the public, our customers
and our supporters”.
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“As a volunteer organisation that interacts constantly with the public, our members and
supporters we need to have highly trained staff to represent our core values and delivers
our valuable services. We choose to train our staff in courses such as those offered
through the AussieHost program”.

Jenny Parry, Surf Life Saving Queensland,  www.lifesaving.com.au

*NB: The above media quotes are not to be amended!

“The relaunch of Aussie Host is welcome news for the accommodation sector in
Queensland, says Judy Hill Accommodation Division Manager for Queensland Hotels
Association. This high quality customer service training program will not only serve as a
benchmark but also provide the opportunity to create a culture of high quality customer
service standards thereby resulting in a personal commitment to service professionalism
and pride”.

Judy Hill, Accommodation Division Manager
Queensland Hotels Association

AussieHost adds to Brisbane Marketing volunteer ski lIs base

As part of Brisbane Marketing’s ongoing commitment to the professional development, all
of the volunteers who work in the Queen Street Mall Visitor Information Centre (VIC) took
part in the AussieHost Customer Service Training course recently.

Brisbane Marketing CEO David Regan said the content of the course was great with
everyone who participated getting something out of it.

“They all came together as a group and bonded and it reinforced their belonging to
Brisbane Marketing,” Mr Regan said.

“We anticipate the course will lead to increased customer satisfaction and is another way
we as an organisation are providing ‘best practice’ services to our clients.”

“The Visitor Information Centre volunteers are some of the most committed and visible
members of our workforce. Add to this the fact they are doing what they do purely for the
enjoyment and interaction — it’s truly a credit to them and we owe it to them to help them
update their skills and improve at what they do.”

Volunteer Jill Pledge said AussieHost made her think about the whole job differently.

“It lets us take a more professional approach and gave me ideas on the different ways to
deal with customers,” Ms Pledge said.

Volunteer Ruth Watson said she had improved her telephone techniques and how she
interacted customers.
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“We also looked at things like ‘companion selling’ if the customer is here for more than
one day,” Ms Watson said.

Volunteer Rae Scriven said AussieHost reinforced what she already knew and was a
great refresher course.

VIC Assistant Debbie Cargill said AussieHost was beneficial to her because it refreshed
her customer service skills and expanded her confidence in a number of areas.

From recent participants:

“The course was great. We leant about the business opportunities that can be gained
from providing a thorough service to achieve personal, commercial and professional
significance”.

“The courses unique approach provided a good insight into service delivery and its
requirements. We particularly enjoyed the conflict resolution skills to address day to day
conflicts in our working activities”.

“Informative and thought provoking presentation. | will have a greater knowledge of what
will assist me in my place of work”.

“The training reached my expectations. Please come again. Great level of presentation
and organisation! Good job! Welcome to Charleville again”.

“It covered some solid topics and provided good insight into our customer service and its
practices”.

“I was very pleasantly surprised to see that the AussieHost programme has progressed
and moved with the times. It is fresh, modern and relates well to current industry needs.
As a trainer myself, | really enjoyed the workshop. Well done group and | hope the
community supports your great work.”

Key AussieHost Contacts

Contact the AussieHost Team at:
Tropical North Queensland AussieHost Committee on (07) 4030 1177.

QTIC on (07) 3236 1445 or email aussiehost@aqtic.com.au
° Kim Harrington, AussieHost Manager
° Rebecca Kersten, AussieHost Administration Officer (Mon/Wed/Fri)
° Penny Delfs, AussieHost Training Co-ordinator (p/time)

and at AussieHost National call
Caroline Mews on (03) 9321 5147 or email caroline.mews@vic.ara.com.au
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