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CHAPTER 1 1.Introduction

1.1 Porpuse od the guide:

This guide is a deliverable of the “YOUTH-ful-GUIDES” Erasmus+ funded project (2023-
3-EL02-KA210-YOU-000178929), designed to empower young individuals with the skills
to become professional tour guides. It provides a comprehensive methodology for
creating educational programs tailored to tour guide training, combining theoretical
knowledge with practical application through interactive learning modules. The guide is
adaptable to diverse regions and cultures, allowing for customized programs that reflect
the unique heritage of each location, ultimately supporting the professional growth of
young tour guides and enhancing cultural tourism across Europe.

The educational program at the heart of the YOUTH-ful-GUIDES project is designed to
provide young participants with the essential skills and knowledge required to become
effective, confident, and professional tour guides. As the cornerstone of the initiative,
this comprehensive curriculum aims to equip each participant with a diverse range of
competencies, ensuring they are fully prepared to navigate the dynamic demands of the
tourism industry.

The program covers several core areas that are vital for success in the guiding
profession:

Cultural Heritage Preservation: Participants will gain an in-depth understanding of the
importance of cultural heritage, learning how to share local history, traditions, and
stories with visitors in a way that respects and honors the community's heritage. The
program emphasizes the role of tour guides as ambassadors of culture, helping to
preserve and promote local customs, crafts, and sites while fostering a sense of pride
and stewardship within the community.

Sustainable Tourism: The program also highlights the importance of sustainability in
the tourism sector. Young guides will learn how to promote eco-friendly practices,
minimize environmental impact, and ensure that tourism contributes to the long-term
well-being of both the local community and the environment. Participants will explore
sustainable travel trends and gain the tools to educate visitors on how they can travel
responsibly.

Communication Techniques: Effective communication is key to a successful tour
guide career. The educational program provides participants with advanced
communication strategies, teaching them how to engage diverse audiences, craft
compelling narratives, and adapt their delivery to suit various group sizes and
demographics. Skills in active listening, public speaking, and interpersonal
communication are all covered, ensuring that guides can foster meaningful connections
with their guests.

Digital Literacy: In today’s world, technology plays an increasingly significant role in
tourism. The program includes a focus on digital literacy, equipping participants with the
knowledge to use various digital tools and platforms to enhance their tours. From
utilizing mobile apps to conducting virtual tours, participants will be prepared to
incorporate modern technology into their guiding practices, keeping their tours relevant
and engaging in an ever-evolving digital landscape.
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CHAPTER 1 1.Introduction

The program is specifically designed to meet the unique learning needs and challenges
of each participant's regional context. It recognizes that different regions may face
distinct opportunities and difficulties, such as varying levels of tourism, local cultural
priorities, or environmental considerations. Addressing these regional factors, the
educational program ensures that each participant is not only trained to be an
exceptional tour guide but also empowered to make a positive impact in their local
tourism industry.

Throughout the program, participants will be encouraged to take on the role of
responsible guides who contribute to the preservation of both cultural heritage and the
environment. The curriculum emphasizes the importance of balancing tourism growth
with sustainable practices and ethical decision-making.

Guides are seen as key players in promoting responsible travel, educating visitors on
how to appreciate local culture without exploitation and how to enjoy nature while
minimizing their ecological footprint.

1.2 Introduction

This program is designed to provide young people with the skills, knowledge, and
practical experience needed to become exceptional tour guides. Through this initiative,
we aim to empower a new generation of tour guides who are not only well-versed in
local history and culture but also equipped with the professional skills necessary to
thrive in the dynamic tourism industry.

The educational program is at the heart of this project, designed to teach participants
the key skills needed to become effective and professional tour guides. Throughout the
course, you will develop essential competencies, including:

« Communication Skills: Learn how to speak confidently, engage audiences, and
adapt your message to different groups.

« Cultural and Historical Knowledge: Gain a deep understanding of the local culture,
history, and landmarks, which will enhance the tours you lead.

. Customer Service Excellence: Understand the importance of customer care and
learn how to interact with visitors in a way that ensures a positive experience.

- Tour Management: Learn to plan, organize, and lead tours with efficiency, ensuring
that every aspect runs smoothly and that all safety protocols are followed.

In addition to the technical skills, this program also offers you an insightful overview of
the tourism industry in your region. Understanding the local tourism landscape, you will
be better prepared to navigate both the opportunities and challenges that come with
being a tour guide.

Tourism is a dynamic and ever-evolving industry. Local guides play a crucial role in
shaping the tourist experience and in promoting the region’s unique cultural, natural, and
historical attractions. Understanding the trends in tourism, including the rise of
sustainable and eco-friendly travel, as well as the impact of technology on tourism (e.g.,
virtual tours, mobile apps), will allow you to adapt and remain competitive.
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Furthermore, you will gain an understanding of the challenges that tourism faces, such
as seasonality, visitor expectations, and environmental sustainability. This knowledge
will empower you to address issues proactively and responsibly, positioning yourself
as a thoughtful and informed guide.
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Richard John Steves:
TED Talks how to be a good
tour guide!
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A TED Talk is a presentation given at one of the TED (Technology, Entertainment,
Design) conferences or events. TED Talks are known for being engaging, thought-
provoking, and concise, usually lasting 18 minutes or less. The speakers, experts,
innovators, and thinkers from various fields, share their ideas, research, or personal
stories on a wide range of topics, including science, education, business, social
issues, art, and technology. The goal of a TED Talk is to spread ideas that can inspire,
challenge, and spark conversation. These talks are often shared online for free,
making them widely accessible to a global audience. Richard John Steves Jr. (born
May 10, 1935) is an American travel writer, author, activist, and television personality.
Since 2000, he has hosted the series Rick Steves' Europe and has a radio show
called Travel with Rick Steves. He is the author of several guides, including Europe
Through the Back Door. In 2006, he began writing syndicated columns and, in 2010,
launched the mobile app Rick Steves' Audio Europe, offering self-guided tours. His
travel philosophy encourages exploring less touristy destinations and immersing in
local life.

1.3 The YOUTH-ful-GUIDES funded project

The YOUTH-ful-GUIDES Project, funded by the EU under the Erasmus+ Programme
(2023-3-EL02-KA210-YOU-000178929), which aims to empower young people by
equipping them with the skills and knowledge necessary to become proficient tourist
guides, with a focus on local heritage, cultural preservation, and sustainable tourism.

The core objectives of the project are:

« Empower Youth: Equip young participants with the necessary skills in tourism,
digital tools, and sustainability to help them become community leaders and
professional guides.

« Promote Sustainable Tourism: Foster eco-friendly tourism practices that highlight
environmental conservation alongside cultural preservation.

« Digital Readiness: Address the digital transformation by training participants to use
and develop digital tools, including the YOUTH-ful-GUIDES app, to create and
promote eco-friendly tour itineraries.

« Active Citizenship: Encourage youth to engage with their local communities,
enhancing cultural appreciation and promoting active citizenship.

The project comprises various activities that contribute to the holistic development of
youth as professional guides.
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The activities of the project:

« Creation of Youth Guide Groups: Selection and training of youth in each participating
country.

- Developing Training Material: Crafting educational programs that cover cultural
heritage, sustainable tourism, and communication skills.

- Guided Tours: Youth-led guided tours in Greece, Spain, and Lithuania to
demonstrate the skills learned and foster collaboration with local and international
stakeholders.

- YOUTH-ful-GUIDES App: Development of a digital platform for young guides to craft
and share eco-friendly tour itineraries and interact with travelers.

- Dissemination: Regular newsletters, events, and digital outreach to promote the
project’s progress and outcomes.

The project is a collaboration between several European partners:

-« FM-EPICHEIREIN (Greece): The lead partner, specializing in project management
and training.

- Inercia Digital (Spain): Focuses on digital skills and training for young guides.

- Tavo Europa (Lithuania): Engages youth in social entrepreneurship, focusing on
marginalized groups and inclusivity.

The primary target groups include:

« Youth: Aged 16-30, interested in cultural heritage, tourism, and sustainability. This
group benefits from skills development, digital literacy, and active citizenship training.

- Local Communities: Local businesses, cultural institutions, and authorities who will
collaborate with young guides and benefit from increased tourism and sustainable
practices.

« Tourists: Both domestic and international visitors, including eco-tourists and
educational groups, who will experience guided tours with a focus on cultural and
environmental awareness.

The impacts on both the participants and the communities involved:

. For Youth: Participants will gain professional experience, improve employability, and
contribute to their local economies through tourism.

« For Local Communities: The initiative promotes local culture and sustainable tourism
practices, fostering community pride and economic growth.

- For the Tourism Sector: The digital tools created, such as the YOUTH-ful-GUIDES
app, will offer innovative ways to engage with eco-conscious travelers.

1. 4 Overview of the Tourism Industry in your region

Overview of the Tourism Industry in Spain

Spain is one of the world’s leading tourist destinations, attracting millions of visitors
annually due to its rich cultural heritage, diverse landscapes, warm climate, and world-

class infrastructure. Tourism is an engine driver of the Spanish economy, contributing
significantly to both employment and GDP.
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The country’s varied offerings,from historic cities like Madrid and Barcelona to coastal
resorts along the Costa Brava and Costa del Sol and Huelva coast, as well as rural areas
and islands, make it an attractive destination for a wide range of tourists, both international
and domestic.

Tourism is one of Spain’s most important sectors, accounting for approximately 12-14% of
its GDP. According to the World Travel & Tourism Council, (WTTC)in 2019, Spain was the
second most visited country in the world after France, receiving around 83 million
international tourists, generating €92.3 billion in revenue. The sector also provides millions
of jobs, with a significant portion of the workforce employed in hotels, restaurants, travel
agencies, transportation, and other related industries. Despite global challenges like the
COVID-19 pandemic, Spain’s tourism sector has shown resilience. The government, along
with private sector stakeholders, has worked towards recovery strategies that include
promoting safe travel, increasing the quality of services, and developing new tourism
products that highlight sustainability and local experiences. (WTTC, 2020).

Madrid is a cultural and historical hub, featuring landmarks like the Royal Palace and Prado
Museum, alongside vibrant neighborhoods and a bustling nightlife scene. Barcelona,
renowned for Antoni Gaudi’s iconic architecture, including the Sagrada Familia, attracts
both cultural and beach tourism, playing a vital role in Spain’s economy. Spain’s coastline,
including Costa Brava, Costa Blanca, and Costa del Sol, is famous for its beautiful beaches
and attracts millions of tourists, particularly from Northern Europe. The Canary and Balearic
Islands offer natural beauty and resort facilities. Cities like Seville, Granada, and Toledo
showcase Spain’s rich history and cultural heritage, with UNESCO World Heritage Sites
adding to the allure.

Spain offers a wide range of tourism types, catering to different interests and preferences.
Leisure tourism is the most common, attracting vacationers seeking sun, beach, and
relaxation, with coastal areas and islands being popular destinations for international
visitors, especially from Europe. Cultural and heritage tourism thrives in cities like Madrid
and Salamanca, where iconic landmarks like the Prado Museum and historic architecture
draw art and history lovers. Gastronomy tourism is another major attraction, with Spain’s
famous dishes like tapas and paella, particularly in regions like Basque Country and
Catalonia, drawing culinary enthusiasts.

For those seeking adventure, nature and adventure tourism is abundant, with opportunities
for hiking, skiing, and exploring national parks like Dofana. Finally, business and MICE
tourism plays a crucial role in cities like Madrid and Barcelona, which host international
conferences and events thanks to their excellent infrastructure.

Spanish Tourism Institute, 2025

The Spanish government has been active in promoting sustainable tourism and responding
to the challenges of over-tourism. Some key initiatives include:  Tourism 2030 Strategy
Spain’s Ministry of Industry, Trade, and Tourism has developed a comprehensive strategy
to ensure the sustainability and competitiveness of the tourism sector, focusing on
innovation, sustainability, and the quality of the visitor experience.
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Economic Significance of Tourism in Huelva

Tourism plays an important role in Huelva's economy, influencing several areas of
regional development. Tourism is one of the primary sources of income in the region.
Huelva attracts both national and international tourists, with offerings such as beach
tourism, cultural tourism, and ecotourism. The revenue generated supports key sectors
like the hotel industry, restaurants, and local commerce, as well as creating a market for
regional products such as Jabugo ham and seafood.

The tourism industry in Huelva generates employment across various sectors, from
hospitality and restaurants to transportation, tour guides, and travel agencies.
Additionally, local small businesses, such as artisanal shops, food producers, and
specialized tour operators, benefit from increased tourism. The tourism sector is
responsible for a significant portion of job creation in the province. It drives the
development of infrastructure in the region, including improvements to transportation
networks (roads, airports, ports) and modernization of public services. This not only
benefits tourists but also improves the quality of life for the local population.

Trends in Huelva's Tourism

With growing concerns about the environment, sustainable tourism has become a key
focus in Huelva, particularly in areas like Donana National Park, one of Europe’s most
important biodiversity reserves. Ecotourism activities such as birdwatching, hiking, and
nature tours attract tourists seeking responsible travel experiences that are in harmony
with nature. Huelva boasts a rich historical heritage, particularly related to Christopher
Columbus and the first voyages to the Americas. Attractions like the Colombian Route or
the Wharf of the Caravels are essential for tourists interested in exploring the region’s
historical significance.

Like many regions, Huelva is embracing digital tools to enhance the tourism experience.
Online booking platforms, mobile apps for information, and social media marketing are
helping promote the region’s attractions. Virtual tours and digital tools are improving the
visitor experience before, during, and after their trip.

" Image: diphuelva.es

The Beach in Huelva, particularly in Isla Cristina, Punta Umbria, and Matalascanas, remain a
major draw for sun and beach tourism. The beaches in Huelva are less crowded than those in

other parts of Andalusia, offering a quieter and more natural environment for tourists seeking
relaxation by the sea. Additionally, local festivals, music, and traditions are becoming a
growing attraction for those seeking an authentic cultural experience. Huelva’s cuisine,
famous for products like Jabugo ham, fresh seafood, and regional wines, is attracting
international visitors interested in food tourism. Culinary tours and wine-tasting experiences
are growing in popularity, making gastronomy one of the primary motivations for traveling to
the region.
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Take a few minutes to reflect on why you decided to join the Youth-ful-GUIDES program. Write
down your personal reasons and what you hope to achieve by the end of the training.
Afterward, share the key reasons with the group. You can do this verbally or by posting your
response on a shared board.

Goal: Understand your own motivations for joining the program and learn about the diverse
reasons that brought your peers here.

\ ﬂ
) Y “Describe what being a tour guide
means to you. Toguether create a
short list of reasons.

i 1

|

Small group discussions encourage active participation from students, as it
feels more comfortable sharing ideas in an intimate setting.

Exchange perspectives, promoting collaborative learning and critical thinking
are learning tools used by this programe in someof the proposal activities as
this fist one. These interactions also help develop communication skills,
which are essential both academically and professionally.

. . f ®
Co-funded by piry

: o
the European Union  inerciadigital e N




CHAPTER 2 2. The role of the tour guide

2.1The role of the tour guide.

The goal is to equip participants with a clear understanding of what it takes to excel
as a tour guide and to offer practical insights that will help them succeed in this
rewarding career. A tour guide is much more than a person who leads visitors
through a location; they are educators, entertainers, and ambassadors for the
destination. The role of the tour guide is multifaceted, requiring a combination of
knowledge, interpersonal skills, and a deep understanding of the region they
represent. In this chapter, we will explore the key aspects of this profession,
including the fundamental responsibilities, essential qualities and skills, and the
professional ethics that shape the role of an effective tour guide. A successful tour
guide not only leads but also inspires and educates, to be aware that each guest
leaves with a deeper understanding of and appreciation for the destination.(Garcia
& Gonzalez, 2018).

Their primary responsibility is to provide accurate, engaging, and meaningful
information about the region, its history, culture, and points of interest. However, the
role also extends far beyond just facts and figures, guides create an atmosphere of
excitement, curiosity, and connection that enhances the overall experience for the
tourists.

The tour guide is responsible for presenting the heritage, cultural and natural assets,
and providing information about their particularities. Among the primary duties assigned
to a tour guide are (Hernandez & Pérez, 2021):

- Receiving Visitors: Welcoming tourists in the appropriate language is the first task
of the tour guide, ensuring that they feel comfortable and safe from the very
beginning

- Organizing ltineraries: Tour guides are responsible for planning and organizing
the sightseeing tours based on the travelers’ interests, available time, and
resources. This requires a deep knowledge of the places to be visited and the ability
to design an engaging and safe itinerary. Sometimes if you are working for a
company or an organization, this itinerary could be given and you must follow the
manual provided. It can happen mostly with private companies that have official
tours aiready created as company offers.

- Explanation and Orientation: Throughout the visit, the tour guide explains and
provides orientation about what the tourists are seeing. It is essential that the guide
Is knowledgeable about the area’s history, culture, architecture, and other important
aspects to communicate these details clearly and in an engaging manner.

- Assistance and Personalized Attention: professionals must be available to attend
to the needs and questions of the tourists, offering help at all times. They must also
be adaptable to the needs and preferences of each traveler, providing personalized
attention.

- Safety and Protection: Ensuring that tourists are safe at all times, especially in
areas that may be dangerous or where there is a risk of theft or accidents, is part of
the guide's responsibilities. This also involves being prepared to act in case of
emergencies.
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- Resource Management: Tour guides are also responsible for managing available resources,
such as transportation, tickets to tourist sites, and accommodation and meal services. They
must be capable of negotiating with providers to secure the best prices and conditions. It can
also depend on your job situation, if you are an employee you must follow company instructions
on that.

« Promoting Respect and Conservation: promoting respect and conservation of the cultural
and natural heritage of the visited sites is mandatory. The guide explains to tourists how to
behave responsibly and sustainably to help preserve these locations for future generations.

Responsibilities also include:

Navigating groups through various attractions, ensuring safety and comfort while
making the tour enjoyable and informative.

Deliver information in an engaging and accessible manner, adapting their
communication style to suit the audience. This requires a blend of factual
knowledge and storytelling ability to keep tourists interested.

The enjoyment and satisfaction of the tourists. Guides create a welcoming and
inclusive environment, managing the dynamics of the group and addressing any
issues that arise promptly and effectively.

2.2 Understanding the Tourists

An essential aspect of being an effective tour guide is understanding the diverse range of tourists
who may join a tour. Every group that a guide leads is unique, with varying backgrounds, interests,
and expectations. This variation means that no two tours are the same, and it's important for guides
to tailor their approach to meet the individual needs of each group. Whether guiding a small family,
a group of schoolchildren, or a more diverse international audience, the ability to adapt and be
responsive to the differences among participants is vital in ensuring a memorable and impacitful
experience (Kumar, 20106).

One of the most important factors a guide must consider is the diverse backgrounds and interests
of the tourists. Visitors come from a wide array of cultures, age groups, and socioeconomic
backgrounds, each bringing their own perspective and expectations.

A group of young adults may be more inclined to engage with interactive, dynamic experiences
such as nature walks or culinary tastings, while older tourists might prefer a more leisurely pace
with detailed historical insights. Additionally, some may be keen on exploring the local customs,
while others are more interested in adventure or relaxation. Understanding these different interests
allows the guide to craft a tour that caters to the specific preferences of the group. By incorporating
a mix of content—whether cultural, historical, or recreational—a guide can ensure that each
participant remains engaged throughout the experience (Kumar, 2016)
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CHAPTER 2 2. The role of the tour guide

Another critical element in managing a successful tour is recognizing the varied
expectations of the tourists. Before embarking on a tour, it's important for a guide
to assess the group's collective and individual expectations. Tourists often arrive with
preconceived notions about what they hope to learn or experience. Some may
expect in-depth discussions on historical landmarks, while others might desire a
more relaxed tour that offers moments for reflection and interaction with the
environment. A skillful guide can identify these different expectations and adjust the
pace and focus of the tour accordingly. Doing so ensures that all participants feel
that their needs are met, ultimately leading to greater satisfaction and positive
feedback.

Some may appreciate detailed storytelling

about a location’s historical significance, while

W others may find such information
- overwhelming or too technical.

Ask questions at firts to know the audienece.

In addition to understanding the diverse backgrounds and expectations of tourists,
it's crucial for guides to conduct thorough research into the preferences of the
visitors who frequent the region. A tour guide should be aware of the general profile
of tourists visiting a specific location and what draws them to that area. Some may
come specifically for birdwatching, while others are there to learn about the local
agriculture and traditions. Recognizing these varying motivations allows the guide to
fine-tune their approach, ensuring the tour resonates with the interests of the group.
Whether a tourist is an avid history enthusiast, a nature lover, or a food connoisseur,
understanding what brings people to a destination makes it possible to design an
experience that feels both relevant and engaging (Baez, 2000).

For instance, tourists in Huelva may be particularly
interested in the city’s deep historical connections
to Christopher Columbus and the Age of
Exploration, while others might visit to appreciate
the natural beauty and biodiversity of Donana
National Park.

This level of customization requires preparation and a deep knowledge of the
location being visited. A good tour guide is more than a knowledgeable narrator; they
are an empathetic facilitator who can read the room, adjust their style, and ensure
the delivery of content is both engaging and informative. They take time to gauge
their audience's mood, interest level, and comfort, allowing them to provide a tour
that is not only educational but also enjoyable. Understanding and addressing the
diverse backgrounds, interests, and expectations of tourists is not just a part of the
guide’s job, it is the foundation upon which an enriching and memorable experience
Is built (Fernandez, 2015).
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2.3 Qualities and Skills of a Successful Tour Guide

To be successful, tour guides must develop a wide range of qualities and skills that
allow them to communicate effectively, manage groups, and solve problems in real
time. Below are some qualities and skills that contribute to a guide’s success:

1.Communication Skills: Clear, concise, and engaging communication is vital. A
guide must be able to present information in an interesting and understandable
manner, adapting their tone and style to the audience. This also includes active
listening, as guides must be attentive to questions, concerns, efc.

2.0rganizational Abilities: A good tour guide needs to be highly organized,
ensuring that the tour runs smoothly, on time, and without disruptions.

3.Approachability and Friendliness: A positive and friendly demeanor can go a
long way in creating a welcoming atmosphere. Tourists are more likely to engage
with a guide who is approachable and personable.

4. Adaptability: A successful tour guide must be able to adapt to different situations,
whether dealing with unexpected changes in the itinerary, handling disruptions, or
adjusting to the pace of the group.

5.Problem-Solving Skills: During a tour, things may not always go as planned,
whether it's unexpected weather changes, delayed arrivals, or unforeseen
disruptions.

6.Group Management: Managing a group involves balancing different
personalities, ensuring that everyone’s needs are met, and keeping the group
together. This requires diplomacy, patience, and the ability to handle any conflicts
or concerns that may arise.

Adapt pace

:l\/ Smile often

TOP TlPS Encourage questions '
D CRespect tourists j

D Be flexible

2.4 Cultural Awareness and Local Knowledge

Diversity is an increasingly important factor in working life as tourism organisations,
worldwide, become more diverse in terms of the race, ethnicity, national origin and
other personal characteristics of their members. One of the key challenges of diversity
is that the term means different things to different people.

“valuing the differences between people and the
ways in which those differences can contribute to a
richer, more creative and more productive
environment.” (Hofstede, 1980).
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2. The role of the tour guide

As a tour guide, cultural diversity awareness is a crucial skill that enhances the
overall tour experience and promotes inclusivity. Tour guides interact with people
from various cultural backgrounds, which means they must possess the ability to
adapt and respond to the diverse needs and expectations of their guests.

Cultural awareness is about understanding and respecting the differences in
traditions, values, and behaviors that people from different cultures bring to the
table, and using this knowledge to create a welcoming and engaging experience
for everyone. Tourists come from a variety of cultural, social, and economic
backgrounds, each bringing unique perspectives and expectations to the tour.
These differences can relate to language, religious practices, dietary preferences,
communication styles, and even notions of time and space.

Example

Effective cultural awareness starts with recognizing that there is no one-size-fits-all
approach to guiding. It involves understanding the broad spectrum of cultures and
backgrounds that tourists may belong to and acknowledging that these cultures
influence their expectations and behaviors. For instance, tourists from collectivist
cultures may prioritize group harmony and be less inclined to speak up or ask
questions during a tour. In contrast, those from individualistic cultures may be more
vocal about their opinions and more likely to ask detailed questions (Hofstede, 1980).

For instance, if a guide is leading a group that includes tourists from different countries,
it is important to understand and be sensitive to any cultural differences in
communication styles. Some cultures may expect direct and formal communication,
while others may prefer a more casual and informal style. This understanding allows
the guide to engage with their audience in a way that feels respectful and inclusive.

Cultural diversity awareness also involves understanding the specific historical and
cultural significance of the region being visited. A guide’s knowledge of local culture,
history, and customs enhances their ability to connect with tourists and provide a
meaningful experience. For example, in a region like Huelva, Spain, where history is
deeply tied to Christopher Columbus and its rich natural landscapes, a knowledgeable
guide can enrich the experience by weaving in local traditions and historical context in
a way that resonates with tourists' interests. Understanding that some tourists may be
particularly interested in local food, while others may be more focused on art or
architecture, enables the guide to adapt the tour to meet the diverse expectations of
the group (Cohen, 1985).
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CHAPTER 2 2. The role of the tour guide

Equally important is the ability of tour guides to recognize and address any potential
barriers that may arise due to cultural differences. For example, some tourists may
have dietary restrictions, while others may have physical disabilities that require
additional assistance. A culturally aware guide must be prepared to offer alternative
solutions to accommodate such needs without drawing attention to them in an
uncomfortable way.

4 i L] d\"\:L > ‘
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A guide can create a more comfortable and ‘ %y
inclusive experience for all participants. h ‘J’\E
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In addition to knowledge and sensitivity, cultural awareness also involves fostering
an atmosphere of respect. This means actively promoting understanding and
cooperation among tourists from diverse backgrounds.

A good tour guide is one who listens actively, engages tourists in meaningful
dialogue, and fosters mutual respect among all participants. Whether it's
acknowledging a cultural custom or simply being patient with a tourist who doesn’t
speak the local language fluently, small gestures of respect go a long way in
creating an inclusive and welcoming environment.

Lastly, tour guides should recognize that cultural diversity awareness is an ongoing
learning process. It is important to stay informed about -cultural trends,
developments, and best practices in tourism to ensure that the tours are not only
educational but also respectful of the cultural context. Participating in professional
development opportunities, attending workshops, and engaging with diverse
communities are valuable ways to build and maintain cultural awareness skills.

In conclusion, cultural diversity awareness is a fundamental skill for tour guides,
enabling them to connect with a broad range of tourists and provide enriching,
Inclusive experiences.

Acknowledging and respecting cultural differences, adapting communication styles,
and staying informed about the region’s history and culture, tour guides can create
tours that are both engaging and respectful of all participants. This not only
enhances the tourists' experience but also contributes to the sustainability and
success of the tourism industry as a whole.
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Professionalism and Ethics

Tourism is one of the world’s largest and most dynamic industries, but with this growth
comes the responsibility of ensuring that it benefits both visitors and host communities.
In recent years, there has been an increasing emphasis on ethical tourism practices,
which are crucial for creating a sustainable and positive impact. Three principles of
ethical tourism are respect for local culture, environmental sustainability, and social
responsibility.

These principles guide tourism professionals in making decisions that are not only
beneficial for the industry but also protect local communities and ecosystems.

« Respect for Local Culture: One of the cornerstones of ethical tourism is showing
respect for the culture, customs, and traditions of the destination. Cultural
sensitivity helps foster positive interactions between tourists and local communities.
It encourages travelers to engage with local traditions, languages, and customs in
a way that is appreciative and respectful, rather than exploitative. This also
includes being mindful of historical sites, sacred places, and practices that hold
deep significance to local populations. Respecting the local culture, tourists help
preserve the integrity of the destination and promote a more authentic and
enriching travel experience.

While tourism is an important economic driver for the region, the protests reflect a
growing concern that the cultural integrity of these islands is being threatened by
unsustainable tourism practices.

Ethical tourism calls for a balance between tourism development and the preservation
of local culture, encouraging tourists to engage with destinations in a way that enriches
both their own experience and the local community.

Efforts to tackle these issues, such as limiting the number of visitors in certain areas or
increasing support for local businesses over large multinational chains, are in line with
the ethical tourism principle of respecting and protecting local culture. The Balearic
protests highlighted how essential it is for tourism practices to be aligned with the
cultural and social well-being of local populations.
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UNESCQ’s Convention on the Protection and Promotion of the
Diversity of Cultural Expressions emphasizes the importance of !
safeguarding cultural heritage while fostering intercultural dialogue. '
This encourages tourists to approach their travels with a mindset that ;
:
0

values cultural exchange and understanding.

« Environmental Sustainability: As tourism grows, its environmental impact becomes
more pronounced, from resource consumption to waste generation and damage to
ecosystems. Ethical tourism promotes environmental sustainability by encouraging
practices that minimize negative effects on the environment. This includes reducing
energy and water consumption, promoting eco-friendly transport options, and
encouraging waste reduction through recycling and responsible disposal. Sustainable
tourism initiatives also emphasize protecting natural landscapes, wildlife, and
biodiversity. For instance, many countries now require eco-certification for
accommodations and tour operators, ensuring that their operations meet
environmental sustainability standards.

Organizations like the Global Sustainable Tourism
Council (GSTC) work to establish universal criteria for
Tr sustainability in tourism, helping businesses and
— travelers adopt practices that protect natural resources
for future generations.

« Social Responsibility: Social responsibility in tourism means that tourism
businesses and travelers alike must contribute positively to the social and economic
well-being of local communities. This involves creating job opportunities, supporting
local artisans, and ensuring that the benefits of tourism are shared equitably. It also
includes ensuring that tourism does not exploit or harm local populations, particularly
vulnerable groups such as indigenous peoples or low-income communities. Ethical
tourism advocates for fair wages, good working conditions, and equal opportunities
for all involved in the tourism industry. Furthermore, social responsibility entails
educating travelers on the importance of respecting human rights and promoting
awareness about issues like child labor, human trafficking, and exploitation.

Tour guides must adhere to a high standard of professionalism and ethical conduct to
maintain trust and respect from both tourists and the local community. This includes:

1.Honesty and Integrity: Guides must provide accurate information and be

transparent about any changes to the itinerary. They should never misrepresent facts
or exaggerate claims to enhance the experience artificially.
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CHAPTER 2 2. The role of the tour guide

2. Respect for Tourists and Local Communities: Respect is crucial. A guide must
be respectful of tourists’ diverse backgrounds and needs, as well as the local
community and environment. This includes encouraging tourists to respect local
customs, avoid disruptive behaviors, and preserve the natural

3. Punctuality and Preparation: A professional tour guide is always on time and
well-prepared for the day’s activities. This includes having a detailed itinerary, being
familiar with the location, and ensuring that all logistical elements of the tour are
organized in advance.

4. Appearance and Demeanor: A guide’s appearance should reflect their
professionalism. A neat, appropriate appearance and positive demeanor help create a
professional impression and contribute to the overall experience.

-

Objective: students' understanding of cultural differences and enhance
their ability to reflect on how these differences impact behavior,
communication, and the challenges faced in the international tourism and
hospitality industry.

Instructions:

« Small groups. Each member will focus on analyzing one cultural
aspect or communication style in relation to a specific national culture
that is different from their own and the culture of their fellow group
members.

« Choose a national culture that is different from the culture
represented in your group.

- Each student is responsible for gathering information on cultural
dimensions (e.g., communication styles, attitudes towards time,
power distance, individualism vs. collectivism, etc.) of the selected
national culture. Use academic sources, articles, books, and reliable
online resources to build a comprehensive understanding of the
chosen culture.

Each student will reflect on their own communication style, behavior, and

\

How does your own culture influence the way you
communicate and behave in professional and social settings?

W What stereotypes or assumptions might you have about the

culture you are studying? Are these accurate or biased?

How might your personal communication style conflict with the

cultural norms of the national culture you are analyzing?
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CHAPTER 2 2. The role of the tour guide

Based on your research and reflection, develop a group
presentation (approx. 10-15 slides) that addresses the following
points:

« A brief introduction to the chosen national culture (history,
values, customs, etc.).

« A comparison of communication styles between your own
culture and the chosen -culture (verbal and non-verbal
communication).

« An analysis of potential challenges that might arise when
working with this culture in an international hospitality and
tourism context. Consider aspects such as customer service,
team dynamics, decision-making, and conflict resolution.

« Recommendations for overcoming cultural challenges and
iImproving cross-cultural communication in the workplace.

Each group will present their findings to the class. Remember to
include visual aids (e.g.,free images, diagrams, links and
references).

Presentation

Communication skills

Effective communication is about delivering a message clearly and directly. People have the
ability to communicate easily through verbal language, which distinguishes them from
animals. What we say is just as important as how we say it.

“You are what you communicate and
how you communicate it"
(Techiati, 2015).

To develop good communication, the message must first be received and understood, as it
Is crucial to take it into consideration. Then, it must be appropriately responded to, and not
necessarily just verbally; non-verbal cues also play a role in delivering the message. If the
individual's behavior is positive, it can be assumed that they understood the transmitted
message. However, there are often communication errors from both the sender and the
receiver, which can lead to relationship issues.

This is where feedback plays a crucial role, being the only solution to this problem, allowing
for effective communication (Crespo, 2015). Let's consider an example: In this case, a tour
guide acts as the sender. They are explaining a natural attraction, talking about its location,
characteristics, significance, and more. The guide has memorized the information, which
becomes the message. Up to this point, everything is correct.
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3. Communication Skills

Now, here’s the crucial part: while delivering the message, the guide should use
body expressions, such as using their hands, posture, and gestures naturally.
This ensures that the tourist, as the receiver, not only captures the information but
also understands the importance and the meaning behind it, enhancing their
overall experience and making it enjoyable.

Another important technique for effective communication is for both the sender
and receiver to learn to listen. This brings us to the concept of active listening.
“‘Active listening is an indispensable condition for empathy, which means
understanding the full meaning of the message, considering both its content and
the emotions behind it (what does it mean? What is its importance to the other
person? How do they perceive the situation?) and being attentive to all
communicative elements” (Lablanca, n.d.)

The tour guide should ask themselves questions when explaining, and at the
same time, combine their body language when interacting with the tourist.

Example

Gestures are key to communication. Lablanca (n.d.) notes, "Gestures say a lot
about the relationship we maintain with others and convey how we feel during
interactions” If a tour guide uses gestures such as a natural smile and smooth
hand movements when explaining, they can capture the full attention of the
tourist.

When a guide starts their work, they are usually addressing not just one tourist
but a group, and each person in the group may have a different profile.
Communication will flow more easily if there is something in common among the
group members, for example, if they are from the same country, belong to a
similar social class, share similar incomes, have similar cultural backgrounds,
aesthetic tastes, or worldviews (Baez, 2000). A guide discussing a type of tourism
that interests the tourist (receiver) makes the conversation more straightforward
and practical, as they share common interests.

4 09\01‘
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3. Communication Skills

When it comes to adults, the same techniques are used, but in a more moderate
way. The facial expressions will be firmer and more formal, the tone of voice
lower but still subtle, always being polite with the tourist. The guide should
explain a relevant, concise, and truthful topic to maintain the visitor’s attention.
For those working as tour guides, it's essential to understand these
communication skills and continuously refine their techniques and ways of
expressing themselves. Practicing gestures and learning to modify them
according to the profiles of different tourists will not only provide visitors with
valuable information about the cultural heritage but also leave them with a
wonderful experience.

For those working as tour guides, it's essential to understand these
communication skills and continuously refine their techniques and ways of
expressing themselves. Practicing gestures and learning to modify them
according to the profiles of different tourists will not only provide visitors with
valuable information about the cultural heritage but also leave them with a
wonderful experience.

Greeting and introducing yourself

First impressions are crucial in setting the tone for the entire tour. A friendly and
welcoming greeting creates a positive atmosphere from the start. As a tour guide,
the first moments of interaction with your group are crucial. The way you greet
your tourists and introduce yourself plays a significant role in setting the tone for
the entire tour experience. A positive first impression is not just about being
polite; it is about creating an environment of trust, comfort, and enthusiasm right
from the start.

A friendly, warm greeting is often the first

@ Tr step in establishing a connection with your
W tourists. This greeting should be genuine,

sincere, and enthusiastic.

A simple "Hello, welcome to [destination]!" accompanied by a smile can go a long
way in making tourists feel comfortable and excited about the experience. When
you greet your group, make sure to maintain a positive attitude and show that
you are excited to be their guide for the day. Your energy and warmth can be
contagious, helping to elevate the mood of the group.

Confidence is important in gaining the trust of your tourists. When you introduce
yourself, do so with assurance in your voice and body language. This will show
the group that you are knowledgeable, prepared, and in control of the tour. Your
self-assurance helps to establish your credibility, which is essential for a
successful tour.
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3. Communication Skills

If you seem unsure or hesitant, it could cause your tourists to question your ability
to lead them effectively, potentially diminishing their trust in you and the tour itself.
It's important to not only greet them but to engage with them in a way that makes
them feel included and comfortable. Use eye contact, a warm smile, and open

body language to create a welcoming atmosphere.

These small gestures show that you are genuinely interested in their experience
and that you care about making their time enjoyable. When tourists feel like they
have a personal connection with their guide, they are more likely to be open, ask
questions, and engage throughout the tour.

The first impression sets the tone for the rest of the tour. Taking the time to greet
your group warmly, introduce yourself confidently, and engage with them in a
friendly manner, you are laying the foundation for a positive, enjoyable
experience. A strong first impression helps tourists feel comfortable and excited
about the journey ahead. It also shows that you are organized and prepared,
which gives your group confidence that they are in good hands.

Tips for first Impressions:
i i

« A smile is a universal sign of friendliness and will immediately help tourists
feel welcomed. Eye contact conveys that you are attentive and engaged.
When introducing yourself,

- If possible, mention something unique or interesting about the location you’re
about to visit as part of your introduction. This can spark curiosity and
excitement.

« Keep your body language open and approachable. Avoid crossing your arms
or standing too rigidly, as this can create distance between you and the
tourists.

« Ask light questions or give a brief introduction about yourself. For example,
share a fun fact or personal experience related to the tour, which can help
establish a friendly, conversational tone.
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Public Speaking

Being able to speak clearly and confidently to a group is a vital skill for young tour
guides. Effective public speaking ensures that all participants can hear and
understand the guide. (Cohen, 2013)

Cohen’s book offers practical tips on improving delivery, including overcoming
nervousness and refining vocal delivery. For a tour guide, this can be especially
useful for learning how to stay calm, project your voice, and engage with your
group effectively, even when you're under pressure or in a noisy setting.

| TOP
These include: TIPS

W)

- Do not memorize your speech word-for-word. Instead, focus on
understanding the points you need to deliver. This way, you can adapt to
different situations or questions during a tour.

« One of the quickest ways to overcome nervousness is through controlled
breathing. Deep, slow breaths help you calm your nerves and project your
voice more effectively. Visualization, magining yourself speaking confidently
and engaging with your audience, also helps reduce anxiety.

- Develop your voice by using different vocal techniques, such as varying your
pitch and speed. Slow down when making important points, and speed up
when sharing more casual or fun details.A monotone voice can lose your
audience's attention.

- Body language should be open and engaging. Stand tall, use gestures to
emphasize key points, and make eye contact with your audience. These non-
verbal cues will help establish a connection with listeners. As a tour guide,
your body language can make the experience feel more welcoming and
exciting, and it helps ensure that your message is received with clarity and
energy.

- Ask open-ended questions to engage your audience and keep them
involved in the conversation. When people feel like they're part of the
experience, they're more likely to pay attention and remember what you say.

« A short silence after a powerful statement allows the audience to absorb the
information and adds weight to what you've said. It also gives you a moment
to collect your thoughts.

- Leading a tour requires sustained energy, especially if you're walking for long
periods or working in larger groups. High energy levels can help maintain
interest and engagement throughout the tour, keeping your audience
excited about what you're sharing.

/
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3. Communication Skills

Storytelling and engaging speaking

Tour guides are not just providing information; they are creating an experience.
Teaching young guides how to turn facts into engaging stories is essential.
(Cohen, 2013)

For tour guides, storytelling and engaging speaking skills are essential for
delivering an enriching, memorable experience to tourists. A great tour guide
doesn't just provide information, guides bring history, culture, and places to life
through engaging narratives. Tourists often remember the emotions and stories
behind a destination more than the raw facts or statistics. (McKercher, B. & Cros,
H, 2002)

Why is it important?

Effective storytelling helps create a personal bond between the guide and the
tourists. Engaging the audience emotionally, guides are more likely to foster an
environment of trust, which is crucial for both the tourists’ enjoyment and the
guide’s professionalism. A well-told story also allows the guide to communicate
their passion for the location, which often ignites similar enthusiasm in the group.
A dry list of dates or places is quickly forgotten, but stories about characters,
events, or experiences can stay with people for much longer.

"Tourism professionals must understand that tourists are not
simply looking for information; they are looking for an
experience that is engaging, fun, and memorable. Storytelling is
a powerful tool for connecting the facts with emotions, creating
a narrative that resonates with visitors long after they leave"
(McKercher, B. & du Cros, H 2002) ,

- o o o o o o o o ®

Storytelling involves

1.Compelling narratives: people remember stories better than facts.
Explaining facts into stories, guides make the information stick. Creating a
narrative adds emotional depth, and tourists feel more connected to the place
and its history. It makes the tour feel more like a shared adventure rather than
a lecture.
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Transform dry facts into vivid, memorable stories. Instead of just -
stating, "This building was built in 1850," you could share the QI%CS:K
story of the people who built it, why it was constructed, and any
Interesting events that happened there. For example, "In 1850,
workers raced against the clock to finish this building before the
winter freeze. Little did they know, this structure would become
the heart of the city’s cultural life."

2. Highlighting important elements: Identify what makes your tour unique (whether
it's a local legend, a hidden gem, or an untold history) and focus on those elements.
Emphasize moments that evoke curiosity or surprise.

For example, "Let me tell you about La Tienda Los
TOP Angeles on Calle Concepcion, the oldest shop in Huelva.
TIPS It's been around for generations and is a true piece of the
city's history. According to legend, the famous General
Sanjurjo once walked down this street, and a shopkeeper,
angry at him, threw a shoe at him—a story still told by
locals to this day!"

Y%

3. Engaging with the audience: Every group is different, and recognizing their
mood allows you to adapt and keep things lively. The best guides can feel the energy
of the group and adjust the delivery to keep people engaged, whether that means
speeding up, slowing down, or injecting some humor.

"If you're starting to feel a little tired, let me spice things ToP ¥ TIPS
up with a quick fun fact! Did you know that Huelva’s -

famous jabugo ham comes from pigs that are raised on
acorns from the oak trees in the nearby Sierra de
Aracena? Now, imagine a pig leisurely grazing in those
hills... anyone here tried jabugo before? What do you
think? It's like tasting the land itself!"

4. Anecdotes and personal Stories: Tourists love hearing personal anecdotes
because it humanizes the experience. It's one thing to hear facts from a guide, but
it's even more powerful when they can see you as part of the story.

5. Humor and relatable moments: Light-hearted anecdotes, jokes, or humorous
observations about the area can make the tour more enjoyable. Humor also helps
build rapport with tourists and makes them feel more relaxed. A little humor can
make the tour more memorable and fun.

6. Visuals: Bring artifacts, old photos, or even a map to visually illustrate your
stories. Sometimes, showing something tangible (even if it's just a replica) can make
a fact come alive in a way that words alone cannot.
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3. Communication Skills

7. Strong ending: End your tour with a story that brings everything full circle,
whether it's a recap of the highlights or a reflection on the significance of the
place. A memorable conclusion gives tourists something to take away from the
experience. A strong finish ensures that the last impression of the tour is positive
and lasting. It can also encourage tourists to share their experience with others,
which can bring more business or recommendations in the future.

Example of storytelling with Huelva:

Location: |
Muelle de las Carabelas (The Dock of the Caravels)

if

1.Setting the Scene 1 "Welcome, everyone, to one of the most iconic places in
2.Building the Narrative Huelva: the Muelle de las Carabelas. Now, | know you’ve all
3. Gesturing to the replicas of the ships . , . .

Hring P P heard of Christopher Columbus, he’s famous for discovering the
4.Interactive Engagement _ _ _
5.Pause for responses Americas, right? But what many people don’t know is that

Huelva was actually the starting point of his historic journey.

Imagine this: It's 1492, the port is bustling with activity, and
Columbus is standing right here, preparing for the most daring
voyage the world has ever seen.”

2. “These very docks were filled with excitement, uncertainty,
and anticipation. Columbus didn't have GPS or satellite
navigation—no, he had only the stars, his maps, and a
relentless belief that he could find a new route to Asia. But
what’s even more fascinating is the diverse group of people who
came together for the journey. Some were seasoned sailors,
while others were ordinary men, all eager for the adventure and
Picture: Diphuelva.es the possibility of riches."

= 3. "And here, we have the replicas of those three famous ships: the Nina, the
Pinta, and the Santa Maria. These ships were much smaller than you might
imagine—about the size of a school bus! They were packed with food,
N supplies, and of course, a lot of courage. The Santa Maria was the largest of
the three, but it was only 20 meters long, and yet, it carried the hopes of an

entire continent on its journey."

('—’.\

4. "Now, let me ask you—what do you think it must have been like to leave
everything behind, to set sail into the unknown, with no guarantee of
success? Do you think they were scared, excited, or maybe a mix of both?"

5. "Exactly! A mix of excitement and fear. They didn’t know what lay ahead—
just the open ocean and the possibility of encountering new lands or never
returning home. The bravery it took to sail from here to the shores of the New
World is beyond what we can truly imagine today. We can only wonder how
Columbus must have felt as the shores of Spain disappeared behind him."
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3. Communication Skills

TOP TIPS

Personal Connection

Personal tought: "And while Columbus is the famous name we remember, there

v were many other sailors who played a role in this adventure, men like Martin Alonso

\/ Pinzén, the captain of the Pinta, who actually suggested the route that Columbus
took! It's a reminder that history is often shaped by many hands working together."

Closing story: “So, as you stand here today, take a moment to imagine what it
would have been like to stand on this very dock in 1492. The excitement in the air,
the sound of the waves crashing, and the crew loading the ships for that fateful
journey. Columbus may have sailed away, but it was right here in Huelva that his ‘
journey began. And because of that, Huelva will always be a special place in the -
history of the world."

==y
+1*5+-’
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Adapting communication to the specific group

Before or during the tour, it is important to assess the group’s demographic makeup. Are you
leading a group of children, older adults, young travelers, or international tourists? This
insight will help you tailor your approach for maximum engagement and understanding.

“The best speakers know their audience
and adjust their content and delivery
accordingly.”Cohen, 2013

®> o o o o o o 0o 0o ®

This is crucial when it comes to guiding tours. If you're leading a group of families with
children in Huelva, for example, you’d emphasize more engaging, fun facts and encourage
interaction. For older adults, you would slow down, be more detailed, and perhaps even
allow for pauses to let them reflect or ask questions. If you're dealing with international
tourists, simplifying language and offering visual cues (like historical photos or maps) helps
bridge any language or cultural gaps. (Cohen, 2013)

—> For families: "Imagine Columbus and his crew setting sail from right here on this
dock. How do you think the children on board felt, not knowing what lay ahead? It
must have been an adventure like no other!"

Examples 3 For older adults: "When Columbus set sail from Huelva, the port was bustling with
anticipation. Can you picture the scene, as families said their goodbyes, wondering if
their loved ones would return or what awaited them in the New World?"

For international tourists: "Huelva was where Columbus prepared for his journey,

— > and today, standing by these docks, we're reminded of the courage it took to explore
uncharted waters. Let’s look at a map of his route from here to the Americas to better
understand his journey."

.
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One of the most important skills for a tour guide is the ability to adjust language,
tone, and delivery based on the audience’s needs. Cohen’s book emphasizes that
“delivery should be in sync with the audience’s comprehension level and
engagement.” When guiding children, using playful language and a lively pace is
crucial to maintaining their attention. For older adults, slowing down and explaining
terms with more detail ensures they don’t feel rushed and can fully appreciate the
information.

« For children: "Look at these ships! They're replicas of the Pinta, the Nifa, and
the Santa Maria. Now, can you imagine sailing across the ocean in one of
these? (Use playful, enthusiastic tone and gestures to engage the children,
maybe even encouraging them to pretend they’re sailors setting off on a big
adventure.)

« For older adults: "The journey that began here in Huelva was no easy feat.
Columbus and his crew sailed in ships that were small by today’s standards,
yet they took on a journey of monumental significance. It's hard to imagine the
anxiety and excitement they must have felt, knowing the vast unknown lay
ahead." (Speak slowly, with pauses for reflection, and provide deeper historical
context. You might even describe how local life was different in Columbus’s
time.

« For young travelers: "So, you might be thinking: Columbus was one brave
guy! But did you know that his crew actually wasn't all that sure about the
journey? They had doubts, but Columbus promised them riches if they
succeeded in talking about stakes!" (Use a casual, engaging tone, perhaps with
humor or sarcasm, and keep the pace brisk to match the energetic vibe of
young travelers.)

Tour guides in culturally rich places like Huelva often face the challenge of guiding
diverse international groups. Some tourists may not be fluent in the guide’s
language, while others might be unfamiliar with local history or cultural references.
In this case, adjusting your communication is important to maintaining
engagement.

“The best communicators are those who adapt to their audience’s needs, offering
them content that resonates with their level of interest, understanding, and cultural
perspective.” This is especially important in Huelva, where history has layers that
might be unfamiliar to international tourists. (Cohen, 2013)

Example
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Objective: the young guides will have practiced greeting and introducing themselves
confidently, warmly, and professionally, learning how to establish an immediate
connection with tourists and create a pleasant atmosphere for the start of the tour.
Duration: 30 minutes

Instructions:

Participants into pairs. Each pair will role-play a scenario where one person is the
guide and the other is the tourist.

. Greet warmly: Use a friendly and direct greeting, for example: "Hello and
welcome! I'm [name], your guide for today. I'm excited to have you here."

. Introduce themselves confidently: Share their experience, for example: "I've been
working as a guide for [X] years, and today I'll show you some of the city’s most
interesting places."

. Establish rapport: Ask simple questions like, "Is this your first time here?" or
"What would you like to learn about today?" to create a more personal connection
and facilitate the start of the interaction.

After 5-7 minutes, have the participants switch roles so that everyone practices both
the guide and tourist positions.

. Discussion and Feedback After practicing, gather the guides and ask them to
share their experiences.

How did you feel when greeting and introducing yourself?

Was it easy or difficult?
I | What gestures or communication elements (such as eye

contact or tone of voice) helped you feel more confident?
How do you think the tourists might have perceived your
greeting and introduction? What would you change?

Role play examples:

1. Family Tourist: Use a friendly and approachable tone.

2. Adult Individual Tourist: Greet professionally, introduce yourself with clarity, and share your knowledge in a
respectful yet approachable way.

3. Group of young friends: Use an enthusiastic and energetic tone, connect with their lively energy, and offer a
dynamic tour. Engage them with humor and fun facts.

4. Senior Tourist: They prefer a relaxed pace and informative details. Greet respectfully, speak slowly and
clearly. Offer breaks and keep the tone calm.

5. International Tourist (Non-native Speaker): Greet them with a friendly and simple introduction, speak slowly,
and use clear language.

-, ®
Co-funded by wf NEONAIAT
the European Union  inerciadigital il N




CHAPTER 4 4. History & Culture of the region

4. History & Culture of the region

Spain’s history is a captivating journey through diverse civilizations, each of which has
left an indelible mark on the country’s culture, architecture, and way of life. The Iberian
Peninsula, home to Spain, has seen the rise and fall of numerous civilizations over
millennia, from the ancient Iberians to the Romans, Visigoths, Moors, and the Christian
Reconquista. The Romans left an enduring legacy in Spain, with iconic structures like the
aqueducts in Segovia and the amphitheater in Mérida. The Moors brought architectural
marvels such as the Alhambra in Granada and a rich legacy in science, mathematics,
and agriculture. The Christian Reconquista, beginning in the 8th century and culminating
in the 15th century, shaped the culture of modern Spain with its cathedrals, churches,
and the spread of Catholicism across the country.
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Huelva’s culture is shaped by its rich historical backdrop, where the
ancient meets the modern in a harmonious blend. The region’s industrial
past, particularly the mining industry, is evident in its architectural
landmarks, while its deep-rooted traditions, such as flamenco, Semana
Santa, and local festivals, bring the city to life.

Huelva’s gastronomy, too, reflects this cultural melting pot. The province is
renowned for its seafood, particularly its prawns and shellfish, as well as its wines
and red fruits, such as strawberries and blueberries, which have become a major

P part of the region’s agricultural economy.Additionally, Huelva’s proximity to Donana
- National Park, a UNESCO World Heritage site, adds another layer to its cultural and

ecological significance. The park is home to diverse wildlife and ecosystems,
making it a prime destination for ecotourism and environmental education.

Local traditions, such as the Feria de la Gamba (Shrimp Festival) and the Feria de
la Tapa (Tapas Festival), celebrate the region’s rich culinary heritage, while the
annual flamenco festival highlights the passion and artistry that form the heart of
Huelva’s cultural identity.In the heart of this diverse cultural landscape lies Huelva, a
province in the southwest of Spain, whose history and culture are deeply intertwined
with the nation’s broader historical evolution. Huelva has been a significant site of
human settlement since the Phoenician era, playing a key role as a trading port.
The city’s strategic position along the coast allowed it to become a vital link between
Europe, Africa, and the Americas, and it was here in 1492 that Christopher
Columbus set sail to the New World from the nearby port of Palos de la Frontera.
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CHAPTER 4 4. History & Culture of the region

4.1 A brief history of Huelva

*Image:of Huelva today- panoramic view: ayuntamientodehuelva.es

For tour guides in Huelva, it is crucial to understand and convey the province's deep
connection to Spain’s historical and cultural evolution. Sharing insights into Huelva’s
unique landmarks, traditions, and contributions to Spanish and global history, guides can
provide visitors with a deeper, more meaningful experience, helping them connect with
the region's vibrant heritage. Understanding Huelva's multifaceted culture and history
allows guides to craft engaging narratives that bring the city’s past and present to life,
offering visitors a true sense of place.Huelva’s history stretches back thousands of years,
with evidence of ancient civilizations inhabiting the region long before the Romans
arrived. Understanding the historical events is essential for any tour guide looking to
share the region's fascinating story with visitors. The earliest human settlements in
Huelva date back to the Bronze Age, with the region being home to several prehistoric
archaeological sites. The Tartessians, an ancient civilization of the Iberian Peninsula,
flourished here, particularly around the 9th to 6th centuries BC. Their influence can be
seen in the region's early trade and cultural exchanges.

Huelva was an important city of the south of Spain, and the capital of the province
with the same name, one of the eight that conformed to Andalusia, during the Roman
Empire, known as Onuba Aestuaria, and it became a key port in the Roman provinces.
The region was vital for trading goods like minerals, fish, and olive oil. Many of Huelva's
ancient Roman ruins, including remnants of their road networks and settlements, can still
be explored today. Following the decline of the Roman Empire, the region came under
the control of the Visigoths before being conquered by the Moors in the 8th century. This
period saw the construction of fortresses and the introduction of Islamic cultural and
architectural elements. Huelva was part of the larger Almohad and later Almoravid
empires, with influences visible in the region’s art and agricultural practices.

In the 13th century, the Christian Reconquista led by Ferdinand Il of Castile reclaimed
Huelva from Moorish rule. The town grew in importance over the centuries, particularly
during the age of exploration. Huelva's modern identity was shaped by its role in the
voyages of Christopher Columbus, with the city’s port serving as a departure point for
Columbus’ journey to the New World in 1492.

Huelva entered the modern era with the development of industries
like mining and fishing in the 19th century, followed by the growth
of the port. Today, it stands as an important industrial hub with a
strong connection to its historical roots, reflected in its ongoing
cultural and economic significance.

*Images of Huelva docks, Industrial, Historial, add local in this order: ayuntamientodehuelva.es I
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CHAPTER 4 4. History & Culture of the region

@ 4.2 Architectural highlights of the region

Huelva boasts a wealth of architectural landmarks that reflect its rich history and diverse
cultural influences. As a tour guide, highlighting these buildings and their significance
provides visitors with a tangible connection to the past.

The archaeological, historical, and tourist sites mentioned below are based on the routes
suggested by the Huelva City Tourism Department, corroborated and referenced in the
main city guides. We present a brief list of places that should not be overlooked on a tour
of the city, and they have been verified by the Huelva City Guides and Interpreters
Association (AGUIP), based on the primary routes created for Huelva. All pictures are
images provided by the official tourism website of Huelva: https://turismo.huelva.es.

*Pictures: Carabelas (left) Monasterio La Rabida (middle) La Merced (right). www.turismo.huelva.es

The Muelle de las Carabelas (Caravels Dock): This is one of Huelva's most famous
landmarks, offering visitors a glimpse into the region’s maritime history. It is here that
Columbus’ three ships, the Nifa, Pinta, and Santa Maria, were built before their historic
voyage to the Americas. The wharf today is home to replica ships and a museum
showcasing the city’s role in the Age of Exploration.

Monasterio de La Rabida is a stunning example of Gothic and Renaissance
architecture. This monastery is where Columbus sought support for his voyages, and
it's considered a place of great historical importance. The monastery is nestled near
the banks of the Tinto River, and its serene surroundings contribute to its historical and
architectural appeal. The monastery features a beautiful Gothic cloister and an
impressive Renaissance altar.

Iglesia de la Merced: This beautiful church, built in the 17th century, is one of the
finest examples of Baroque architecture in Huelva. The church’s stunning interior and
impressive facade make it a key stop for anyone interested in the region’s religious
architecture.

‘QUICK
TIPS

Information provided is an initial approach to the
monuments. For a better understanding, it is
essential to visit them and research each one
individually. The materials are available on official
websites. (all provided at Reference chapter end of
the guide.
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CHAPTER 4 4. History & Culture of the region

IThe Theatre (Gran Teatro) is an elegant example of
Neoclassical architecture and one of the city's most
important cultural venues. Opened in 1900, the theater is
still an active site for performances, cultural events, and
concerts. Its beautiful design features a classic style with -,
a striking facade, including columns and intricate
decorative details. The facade is decorated with columns,

pilasters, and friezes typical of Neoclassical style.

Plaza de las Monjas is one of the central squares in
Huelva, and while it doesn’t contain one singular
monumental building, its layout and the surrounding
architecture are representative of the city's urban
evolution. The location belonged to the nonexistent
Palacio Duques de Medina Sidonia, where today is
square it was the stables of that palace. The square is
framed by a number of historical buildings that span
various architectural styles, from Neoclassical to
Modernist.

Casa Colon: is an impressive modernist-style building located in the heart of the
city.Built in the early 20th century, it was originally designed as a luxury Hotel, the first in
Europe, and worked so from 1878 until 1883. The only building with hot conducting
water in the city. The building features Modernist details, such as ornamental ironwork,
stained glass windows, and a beautiful ceramic-tiled facade. The distinctive curved
windows and decorative elements make it stand out as an architectural gem in Huelva’s
city center.Today is where the most important tourist information office is located, has a
beautiful garden with examples of southamerican trees that are there since nineteenth
century, it has an actual theatre inside built many years later, and it has many events
during the year j, the most important is the “Ibero-American Film Festival’.

*Pictures: Casa Colon (left) Mora Claro Palace (right). www.turismo.huelva.es

Mora Claros Palace is a striking example of Neo-Mudejar architecture in Huelva. Built in
the late 19th century, it was originally the residence of a wealthy family and reflects a
combination of Moorish and Andalusian influences. This type of architecture was
fashionable in Spain during the 19th century, showcasing intricate details, decorative
brickwork, and arches.
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CHAPTER 4 4. History & Culture of the region

San Pedro Church: This Baroque church is located in the
historical center and is another significant religious site in
Huelva. Its construction dates back to the 18th century, and it
features a combination of religious iconography and
architectural beauty. But it is known as the oldest castle of the
city ruined because of the Erthwait 1755 (Lisbon epicenter)
The archaeological site of San Pedro and the wall", an
important historical site dating back to antiquity. It contains
remains that reveal its significance during various periods,

such as Tartessian ceramics and an eastern wall from the 9th century BC, possibly
linked to the Phoenicians. Its location in the city center makes it a living testament to the
early history of Huelva. During the renovation works of “Plaza de San Pedro” important
archaeological remains have been found, including a Roman cistern and other historical
vestiges. These discoveries, dating from the Roman period to the 19th century, have
been integrated and displayed in the square since December 2024.

Roman Cistern: which connects to Fuente Vieja through an underground aqueduct, will
be visible and accessible to the public. Additionally, benches are planned to be installed
along the side facing the Church of San Pedro, and the railing will be transformed into a
handrail on another side. Along with the archaeological remains, a landscaped area is
planned for the interior of the square. No pictures are published at the moment but is
deserves to explain and pass by with the tourist to the surroundings.

Carmen Market: A great example of Modernist architecture in Huelva, the Mercado del
Carmen was designed in the early 20th century. It was intended to be a functional space
for commerce while showcasing the period's architectural trends. This stop is mandatory
if you visit Huelva as you can see and also buy or try the most important products from
the local gastronomy.

Roman Aqueduct of Huelva and Fuente Vieja: It is an ancient engineering structure
dating back to the Roman period. Built in the 1st century AD, this historic aqueduct
transported water to the city from distant sources, serving as a testament to Roman
advanced technology and its impact on the region.

*Pictures: Mercado de Carmen, Roman acueduct and Medina Salthish. turismo.huelva.es

Medina of Salthish: the remains of the city of Salthish located in an area of wetlands and
bird nesting, have both ecological and archaeological value. Linked to Tartessos, it was an
ancient Phoenician-Punic and Hispano-Muslim center with metallurgical and fishing trade.
Its regular layout and central fortress reflect its history as the seat of the Taifa Kingdom,
currently located on private land you must mention while visiting seafront promenade or
during a boat trip along the Huelva estuary.
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CHAPTER 4 4. History & Culture of the region

*Pictures: Colombus Monument Huelva. www turismo.huelva.es

Christopher's columbus monument: This monument honors the sailors who played a
key role in Christopher Columbus's journey to the Americas in 1492.1t is particularly
significant because Huelva was the departure point for Columbus's first voyage. From the
Muelle de las Carabelas (Caravels Dock), Columbus and his crew set sail to the New
World. The monument itself is a tribute to the courage and perseverance of the men who
accompanied Columbus, highlighting their crucial role in the success of the historic
expedition. The location is Punta del Sebo, a notable location near the Rio Odiel, offering
beautiful views of the surrounding area. The monument itself stands as a symbol of
Huelva's deep historical connection to the Age of Exploration and to the maritime heritage
that defines the city.

Muelle del Tinto is a historical dock
located in Huelva, Spain, built in the late
19th century. It was initially constructed
il to serve the mining industry, specifically
to export minerals like copper and other
metals from the Rio Tinto area, which is
e known for its rich mining history. The
T (WY dock was part of a broader network
’51 : deS|gn§d to suppo.rt the mining boom in
§ the region. The minerals extracted from

.the Rio Tinto mines, such as copper

s
s
-------

.,

were transported to the dock and then shippéd to various international markets. The dock is
an impressive example of industrial architecture, with long wooden structures designed to
accommodate large ships. The dock's design reflects the advanced engineering techniques
of the time, which allowed for efficient loading and unloading of cargo. Over the years, the
Muelle del Tinto has become a symbol of Huelva's industrial past. It represents the city's
deep connection to the mining industry and its role in global trade during the late 19th and
early 20th centuries.

‘QU\CV‘ Today, the Muelle del Tinto is not only an industrial landmark but also a
—“\)S popular spot for visitors. It offers scenic views of the Rio Tinto, the
surrounding wetlands, and the Atlantic Ocean. The area is often
explored as part of tours related to Huelva's industrial heritage. If you're
guiding a tour, the Muelle del Tinto can be a fascinating stop to discuss
the history of the region's mining industry and its importance to the

city's development.
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CHAPTER 4 4. History & Culture of the region

British Legacy: Walking through the streets of the Reina Victoria neighborhood is
like rediscovering a 19th-century space where the history of Huelva was industrial,
mining, and British. Step into its streets and enjoy the experience of visiting a
residential area popularly known to the people of Huelva as the “Barrio Obrero”, in
what is now the city center, the Rio Tinto Company Limited designed a
neighborhood to provide housing for its workers. Today, the neighborhood, declared
a Historic Site, showcases a diverse aesthetic, resulting from different phases of
construction and various expansions made to the original project by Gonzalo
Aguado and Pérez Carasa in 1916.

TELEPHONE

L—{J‘F#' i|'i||' £ A :1"""

To wrap up, the archaeological, historical, and tourist attractions listed here are
derived from the routes proposed by the Huelva City Tourism Department and are
referenced in the main city guides. We've provided a concise list of must-see
locations for any tour of the city, all of which have been validated by the Huelva City
Guides and Interpreters Association (AGUIP)* in line with the city’s official tour
routes. *https://aguiphuelva.com/

4.3 Local traditions, festivals, and cuisine
Huelva’s rich cultural identity is further shaped by its local traditions, vibrant
festivals, and unique cuisine. These elements offer visitors an immersive experience

of the region’s cultural life and are essential to understanding its spirit.

Local important dates:

La Semana Santa (Holy Week): The city of Huelva experiences its Holy Week with
great intensity. From Friday of Sorrows to Easter Sunday, its streets are filled with
people eagerly waiting to see the various brotherhoods parading, many of which
have great antiquity and tradition.

| The "pasos" stand out for the artistic excellence
of their sculptures, the mastery of their
decorations, the craftsmanship of the floats, and
i¥| the embroidery of the mantles and canopies,
&ad among others.

(Picture from: www.andalucia.org
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CHAPTER 4 4. History & Culture of the region

From each neighborhood in Huelva, the brotherhoods spend hours making their way
through the streets toward the city center, where they will follow the "official route," the
most solemn part of the procession, where all the "pasos" must pass. The departures
and arrivals at the churches where the brothernoods are based are also very crowded.
These are moments of technical difficulty in which the skill of the "costaleros" (bearers)
and the "capataz" (foreman) is appreciated. Spontaneously, voices rise singing
"saetas," one of the most difficult forms of flamenco, which are performed during Holy
Week dedicated to the processional images.

The Feria de Huelva (Fiestas Colombinas): Held every August (always 3rd of
August must be included) this fair is one of the most significant cultural events in the
region. It's a lively celebration of local traditions, featuring flamenco dancing, bullfights,
and a festive atmosphere. Declared Festival of Tourist Interest in Andalusia, the
“Colombinas” commonly named, are the main festivity of Huelva. This event, deeply
linked to the Discovery of America, commemorates the departure of Christopher
Columbus's caravels in 1492 towards the New World. In this way, the Colombinas
become more than just a party; it is the celebration of a historical date for the history of
Spain and the world. (Image: Poster 2024).

The Festival of the Virgen de la Cinta: This festival, dedicated to Huelva's patron
saint, celebrates with traditional music, parades, and lively festivities that showcase the
region's rich religious and cultural heritage. It is an important event for the local
community, reflecting the deep devotion to the Virgen de la Cinta, with a vibrant
atmosphere that attracts both locals and visitors alike. The festival not only honors the
saint but also highlights the traditions and customs that have shaped Huelva's identity
over centuries. (Image: Poster 2024)

fTESTASCOLOMBINAS

HUELV

] 4 7 ;
U/ £+
§ Ayuntamiento de
i

(Pictures from: www.huelva.es)
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CHAPTER 4 4. History & Culture of the region

Flamenco Festival 'Ciudad de Huelva': Flamenco is an ;x% \jAL ¥
essential part of the region’s musical heritage. In Huelva, ¢l uDAD DE HvELv'&
flamenco’s passionate rhythms and melodies can be 2N
experienced in local festivals and intimate performances,
where the music reflects the region’s deep emotional and
cultural connection to its past. Huelva is lived and felt
through its beautiful traditions. A city that grows from its
roots while also embracing the forefront of modernity. A
city full of art and life, where you can love flamenco, feel
the heartbeat of an art form that flourishes in our flamenco
clubs, is lived on our streets, and that we want to share
with the entire world through the annual celebration of the 4~ "wa
Flamenco Festival 'Ciudad de Huelva' every May, the ﬂh:l*' 8=
birthplace of the Fandango. (Poster: 2024 www.huelva.es) | -

Culinary Traditions

Huelva is renowned for its delicious cuisine, which combines Mediterranean influences
with local ingredients. The Feria de la Gamba and the Feria de la Tapa in Huelva are
major events, well-known for their significance to the locals and their popularity among
visitors. Every year, in popular squares throughout the city, gastronomic events are
organized that highlight the products of the province and the capital. These festivals
celebrate Huelva's culinary heritage, offering visitors a chance to taste traditional
dishes and fresh local products, especially the renowned shrimp and tapas that the
region is famous for. The region’s proximity to the Atlantic Ocean means that fresh

seafood is central to local cuisine. h
:/%

Dishes such as gambas de Huelva
(Huelva shrimp) and pescado frito
(fried fish) are staples in the area’s
culinary tradition.

(Pictures from: www.huelva.es)

Products as the famous “gambas”, the most important docks are Isla  sawm 2w dmeeow
Cristina and Punta Umbria, the most important is Andalucia after g e ,m,.
Cadiz, it means, that “gamnba de Huelva” as a SPANIH brand has a s
name in the last 25 years and during the sping time, there are food
festivals about this very importat product. Feria de la Gamba is evry
year event in diferent locations, but most Important: Punta Umbria,
15 km far from the capital. (Picture: Poster 2024, Feria Nacional de
la Gamba, Punta Umbira: www.agendahuelva.com)
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DOP (Denomination of Origin Protected): Perhaps the most famous product from
Huelva, this cured ham is a symbol of the region’s culinary expertise. It is produced using
traditional methods that have been passed down through generations. A testament to the
quality of Huelva's gastronomic products is the existence of DOP (Denomination of Origin
Protected) and IGP (Protected Geographical Indication). Both provide a guarantee to the
consumer regarding the quality and origin of the product, while also protecting the producer
from imitations or producers who do not meet the quality standards defined by the
regulatory councils. The province of Huelva boasts the Denomination of Origin Condado de
Huelva for its wines, the Protected Designation of Origin Jabugo for its hams, the
Protected Geographical Indication Garbanzo de Escacena, and the Protected Geographical
Indication Caballa and Melva de Andalucia.

The D.O. Condado de Huelva s
internationally recognized as one of the oldest
in Spain. Its origins date back to the Tartessian
period. Today, Huelva's wine tourism offer is
very diverse, ranging from visits to wineries,
hiking and cycling routes among vineyards,
cultural tours, staying among the vineyards,
and, of course, wine tastings paired with the
region’s exquisite cuisine. Picture from www.turismo.huelva.es

The variety of wines from Condado de Huelva mainly uses the Zalema grape, an
indigenous variety, followed by Palomino Fino, Listan B, Garrido Fino, Moscatel de
Alejandria, and Pedro Ximénez. Newer varieties, such as Syrah, Tempranillo, Merlot,
Cabernet Sauvignon, Cabernet Franc, Colombard, Sauvignon Blanc, and Chardonnay, are
also being introduced. The region primarily produces white and fortified wines, though red
and rosé wines are also made. A standout for its originality is the orange wine, a unique
drink with a long tradition, flavored with bitter orange peel through a maceration process.
Among the towns where D.O. Condado de Huelva wines are produced are Moguer,
Bollullos Par del Condado, La Palma del Condado, Almonte, Manzanilla, Villalba del Alcor,
Rociana del Condado, Palos, Trigueros, Beas, Bonares, Chucena, Gibraledn, Hinojos,
Lucena del Puerto, San Juan del Puerto, Villarrasa, and Niebla.

Olive Oil: Olive oil from the surrounding areas of Huelva is
also a prized ingredient in local dishes, contributing to the
region’s Mediterranean diet. Huelva Olive Qil
Cooperatives: All olive growers in the province of Huelva
come together in cooperatives, which have olive mills
where Extra Virgin Olive OQil, the best olive juice, is
produced.

QuICck
TIPS

When a guide explains local products, guid
the group to the Local Fresh Market and see
face toce

Picture from www.turismo.huelva.es
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Picture from www.turismo.huelva.es

Berries: The strawberry that came from California found its home in the province of
Huelva, and today it accounts for 94% of the total produced in Spain. Strawberries,
as well as raspberries, blueberries, blackberries, and the Palos strawberry, part of the
"berries" group, grow all along the coast and the surrounding inland areas. Due to the
unique microclimate and the overall excellence of Andalusia's climate, these fruits are
the first to be distributed throughout Europe, bringing with them significant
commercial advantages. The gastronomy, the final step in the production of these
fruits, which is highly technological and increasingly sustainable, has incorporated
them into its recipes, making them a fundamental aspect of the culinary culture of
Huelva today, where nearly 12,000 hectares are dedicated to red fruits, with
strawberries occupying half of the area, followed by blueberries (a quarter of the
total), raspberries, and a small amount of blackberries. Huelva hosts the largest red
fruit production area in the entire European Union, which is no small feat! Moreover, it
is the European leader in strawberry production (accounting for no less than a
quarter of the total production, depending on the season) and the world's largest
exporter.

) Propose to the tourist group to take a visit together to
the production fields, where the history, cultivation

processes, and tastings are shared, both directly at the

plants and of the finished products. 0

Strawberry production in Huelva began to expand in the 1960s, and today the region
is one of the largest strawberry producers in Europe, exporting much of its harvest to
markets across the continent and beyond. Huelva strawberries are especially known
for their sweet taste and high quality.

The cultivation process is mainly carried out in greenhouses, which allows for more
controlled and prolonged production, often from late autumn to early summer. The
region is also known for using advanced agricultural techniques and for enhancing the
product through tastings and promoting its quality.

Additionally, Huelva strawberries have become a benchmark for sustainable
production and the promotion of the "Fresa de Huelva™ brand as a symbol of quality,
making it one of the most sought-after fruits in international markets.
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CHAPTER 4 4. History & Culture of the region

Objective: to equip aspiring tour guides with the skills to create an engaging,
informative, and well-structured walking tour based on Huelva's key
archaeological, historical, and cultural landmarks. Participants will also
practice tailoring their tour presentation to different audience types.

Duration: 1 hour and 30 minutes

Group Work: Creating a tour

 Brief overview of Huelva’s historical and cultural significance. Introduce
key landmarks, including the Muelle de Tinto, Monumento a Colon, La
Rabida Monastery, and others.

« Choose 5-7 landmarks to include in their route.

« Create a script for each landmark, including essential facts and a fun
anecdote or story.

« Consider the flow of the tour, how to transition from one site to the next in
a logical and engaging way.Tailor the tone and presentation style to the
audience type (families, history enthusiasts, casual tourists, etc.).

« Presentation: Each group will present their walking tour to the rest of the
participants. They will act as if they are guiding the group through Huelva,
delivering their scripted tour with enthusiasm and clarity.

Tips for creating the route:
Be sure to include interesting historical context, dates, and
Tr relevant anecdotes about each location.

Incorporate local legends or fun facts to keep the tour lively.
Plan pauses or interactive questions to engage the audience
and maintain their attention.

Once all groups have presented, a group discussion:

What did you learn from each group’s tour?

How did each group engage with their audience?

Which techniques worked best in keeping the audience interested?
What challenges did you face in preparing your route and presentation?
How can they adapt their approach based on different tourist types?
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5 Designing and leading tours

Designing and leading tours

Effective tour guiding is an art that combines knowledge, communication skills, and
logistics management. This is a foundational chapter that prepares guides to plan and
execute tours that are both informative and engaging. Successful tours don’t just
happen, they require thoughtful preparation, careful management of time, use of visual
aids, and constant attention to the safety and comfort of the group. The guide must be
flexible, able to adapt to varying conditions, and remain calm and confident in all
situations. This chapter breaks down the key elements involved in planning and leading
tours, offering valuable strategies for guiding participants to a memorable and enjoyable
experience.

Tour Preparation & Creating Engaging Tour Itineraries

Before embarking on any tour, thorough preparation is crucial. The success of a tour
depends largely on the planning phase, where the guide must assess various factors
that will impact the group’s experience. One of the most important steps in preparation
IS understanding the group.

i sts,
These questions will help What are their intere

determine the tone, pace, and ages, and preferences.
focus of the tour. Do they have any

l?
ecific requests

sp

The first step in creating a great itinerary is researching both the destination and the
group’s preferences. Tour guides must gain an understanding of the historical, cultural,
and natural highlights of the region to ensure that the itinerary is rich and
comprehensive. At the same time, guides must gather practical logistical information,
transportation schedules, site availability, accommodation, and accessibility. This
ensures that everything runs smoothly on the day of the tour.

Once the groundwork is laid, the next step is to create an itinerary that balances various
aspects of the destination. A great tour itinerary weaves together cultural highlights,
historical landmarks, and local experiences in a seamless, logical order. It's important to
factor in the interests of the participants, whether they are interested in history, nature,
or local cuisine, and curate the experience accordingly.

éQUch
TIPS
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Example

To prepare for a tour in Huelva, a guide must consider the interests and needs of
their group. If the group is composed of history enthusiasts, the tour could focus on
ancient sites such as the Roman Bridge or Iberian settlements like the Yacimiento
Arqueoldgico de San Pedro y Muro. If the group is more interested in nature, the
Dofnana National Park or the Punta Umbria beaches would be better suited. In
Huelva, it's crucial to research the logistics of the sites: opening hours, accessibility,
and best visiting times. A successful itinerary in Huelva might begin with a historical
exploration of the Monumento a Coldn, providing context about the city’s connection
to Christopher Columbus. The guide can then lead visitors through the Muelle de Rio
Tinto, showcasing the industrial history and role of the port in the mining industry. The
tour could include a visit to La Rabida Monastery, where Columbus is said to have
planned his voyage, and end with a relaxing walk along the Maritime Walkway for
scenic views of the river and the Atlantic coast. In a city like Huelva, guides must
ensure the itinerary includes a good balance between walking, sightseeing, and
downtime for rest. For example, after the walk along the Muelle del Tinto, a stop for
coffee at a local café or a short break in Plaza de las Monjas provides a chance for
the group to relax before continuing.

-

Timing and Pacing Your Tour

A well-paced tour can make or break the experience for your participants. Time
management is a fundamental skill for tour guides, as it allows the guide to balance
the scheduled activities with unplanned elements such as discussions, group
interactions, or unexpected delays.

Start by allocating time for each stop on the tour. The amount of time spent at each
location should depend on the interest level, physical demands of the site (such as
climbing or walking), and the amount of information to be covered. For example, a
site with a lot of history may require more time for storytelling, while a scenic
viewpoint might need less time.

While timing is essential, flexibility is equally important. It’s vital to leave room for
unexpected delays, whether that’'s due to weather, a participant needing extra time
to rest, or an interesting side discussion that the group wants to explore further. A
good tour guide can read the group’s energy and adjust the pacing to keep the group
engaged without overwhelming them or rushing through content.

Maintaining a balance between group interaction and individual exploration is key. A
tour guide should frequently check in with participants to ensure they are not feeling
overwhelmed or disengaged. By observing the group’s energy levels, guides can
adjust their pacing, allowing for longer breaks or adjusting the tour's tempo as
necessary.
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Example

The following proposed tour is taken from the itinerary that Inercia Digital
typically organizes for international visitors participating in courses or other
projects, highlighting the local impact.

A well-paced tour in Huelva could look like this:

« Meeting point: the tour early at 09:00 am at the Casa Colon to avoid the midday
heat and to give the group an engaging start to the day.

« 9:30 am - guide the group and explain the city center while walking to the Plaza
de las Monjas, historical walk through the city center, with more focus on
architectural elements and local culture to Concepcion Street and explain Calle
Palacios, Calle Concepcion, Concepcion Church, Mora Claros Palace and walk
to the Carmen Market.

- 11:00 am - Arrive at Carmen Market and give free time after a short explanation
of the gastronomy (around 45 minutes).

« 11:40 am - walk the group to Muelle del Tinto to explain rivers, mining, marshes,
archaeological and natural importance, of course include the Stadium of the
oldest football team in Spain, Recreativo de Huelva when you all see Nuevo
Colombino Stadium. Then take a local urban bus to see the river and stop at
Columbus monument.

« 12:30 pm. explanation of the Colombus Monument and industry, the moth of the
river and the estuarium.

« 13:00pm - bus back to the center. Recommendations, souvenirs, local
products, shops and typical tapas and drinks.

.y,

While following this timeline, the guide should
1—r stay attentive to the group’s energy levels and

adjust breaks or time at each site as needed. A
successful tour keeps the group engaged but not
rushed.

Using Visual Aids and Technology

The integration of visual aids and emerging technologies into the tourism industry
significantly enhances the overall experience for both tourists and tour guides. These
tools offer a dynamic and engaging way to present information, particularly when dealing
with complex historical narratives, inaccessible locations, or when trying to keep large
groups of tourists engaged. Visual aids, ranging from maps and photos to videos and
diagrams, serve to enrich the context of the places being visited, allowing tourists to gain
a deeper understanding of their surroundings. (Beldona, S., & Nusair, K, 2017)

In particular, when exploring the intersection of ecotourism and modern tourism tools, the
advantages become evident. Instead of relying on printed materials like brochures, which
can contribute to waste and environmental degradation, tour guides can now use tablets
or smartphones to provide a more sustainable and interactive experience. These devices
are lightweight, portable, and can display high-quality, detailed information, helping to
reduce the ecological footprint of tourism. This shift to digital solutions aligns with the
growing demand for sustainable and responsible tourism practices, allowing guides to
deliver a seamless, eco-friendly experience.
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Using visual aids in combination with technology is especially effective when
showing historical images, diagrams, and even videos, which give visitors a glimpse
into the past and help them visualize what a monument, building, or landscape
looked like in its prime. For instance, during a visit to historical sites in Huelva,
showing images of a monument during its construction or use during its peak can
deepen the tourists’ appreciation of its cultural and historical significance. These
tools make the experience more immersive, as visitors can connect emotionally
with the place, bridging the gap between past and present.

With the rise of augmented reality (AR) and virtual reality (VR), tourists can now
experience even more dynamic presentations. For example, AR allows guides to
overlay historical imagery or 3D models onto physical locations. Imagine a visitor
standing before a Roman ruin and seeing through their tablet or AR glasses how
the structure looked centuries ago, complete with people going about their daily
lives. This kind of interaction is much more engaging and helps tourists visualize
complex historical concepts in a tangible way.

In the digital age, many tour guides utilize mobile apps and audio guides to elevate
the visitor experience. These technologies provide real-time guidance, ensuring
tourists can easily follow the tour’s route and access in-depth information at their
own pace. Apps designed for tours often come with multilingual support, enabling
guides to cater to international groups without the need for additional translators.
Audio devices are particularly beneficial in situations where large groups are
involved or in noisy environments, like busy streets or crowded tourist attractions.
These devices ensure that all participants, regardless of their position in the group,
can hear the guide clearly and receive the same level of information. The use of
these tools not only improves communication but also makes it easier to manage
large groups, ensuring that no one misses important details about the location or
historical context.

For an even more interactive tour, guides can incorporate interactive apps and
augmented reality experiences that engage visitors in real-time. These
technologies offer an opportunity to make the tour more participatory and
enjoyable. For example, using a map app during a walking tour can show

participants where they are on the route and give them a virtual overview of
upcoming stops, enriching their journey by visualizing future destinations.
Additionally, trivial games, quizzes, or historical challenges can be integrated into
the apps to test the knowledge of the participants and add a layer of fun to the
educational experience.

When visiting sites like the Museo de Huelva, guides can use tablets or AR devices
to allow tourists to interact with artifacts related to Huelva’s Roman, Moorish, and
Christian history. With AR, the app can provide additional context or even bring the
exhibits to life in a way that static displays cannot, creating a more vivid and
memorable experience. Likewise, during a visit to Donana National Park, AR-
enabled devices or smartphone apps can show digital overlays of local wildlife and
plant species, allowing tourists to identify and learn more about the natural
surroundings they are experiencing in real time.

s . f ®
Co-funded by piry

: o
the European Union  inerciadigital e N




5 Designing and leading tours

An example of how technology and visual aids are being used in tourism education
s the . N°2021-1-EL01-KA210-ADU-000034902. @

TOP
Project info Project info T I PS

o STAR

2021-1-ELO01-KA210-ADU-
000034902
@ 01/11/2021-01/07/2023

This project aimed to create practical and hands-on training resources and results
that will help adults, adult trainers and SMEs in the tourism sector adopt sustainable
tourism principles and practices. The people who interacted with the results were
motivated to change behaviour, acquire green skills and help fight climate change.
While doing so, they also learn about the Green Deal, reducing waste and energy.
Sector tourism and companies providing tours.

Moreover, the app promotes the use of visual aids and digital content that can be
customized to enhance the learning experience, providing trainees with a flexible
and engaging learning process. Guides can learn how to effectively use technology
to improve communication, manage digital marketing strategies, and create hybrid
work environments where tourists can interact virtually as well as physically. The
inclusion of visual aids in this educational framework emphasizes the importance of
integrating multiple forms of media into training. Combining video, images, and
augmented reality with practical applications, Outcomes from Erasmus+ Project
STAR helped tourism professionals understand how to apply modern technology to
real-life situations, whether in the context of a guided tour or in the management of
tourism services.

Y

ERASMUSPLUS

STAR |

i SUSTAINABLE

TOURISM ACTION KA210

CALL2021

CEN

In summary, the integration of technology in the tourism sector in Spain is
improving the quality of services, making tour management easier, and offering
tourists much more interactive, accessible, and sustainable experiences. These
applications, along with other emerging technologies, are transforming the way
tourists interact with destinations in Spain. The use of augmented reality, audio
guides, and interactive apps enhances the tourist experience, making it more
informative, accessible, and immersive.

Additionally, integrating technologies like GPS and interactive maps, tour guides
can offer more efficient routes, while tourists have access to multimedia content
and real-time support. With the growing interest in sustainability and ecotourism,
many of these apps help tourists enjoy experiences in a more eco-friendly way,
reducing the use of printed materials and promoting environmentally responsible
visits. They also facilitate access to multilingual content, enabling better
communication with tourists from different backgrounds.
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Ensuring Safety and Comfort for Tour Participants

A qguide’s top priority should always be the safety and well-being of the participants.
Properly preparing for and managing safety concerns helps minimize risk, while ensuring
that participants feel comfortable and taken care of throughout the tour. Every tour should
begin with a safety briefing. This includes informing participants about the potential risks at
various sites (e.g., slippery paths, uneven terrain, heat exposure), emergency evacuation
procedures, and the availability of first aid if necessary. In addition, guides should inform
participants about local customs that may affect safety, such as regulations in protected
areas or cultural practices.

Guides should also be mindful of the physical comfort of their group. This includes
providing access to water, ensuring there are shaded areas for rest, and offering breaks
when needed. Consideration should be given to the physical abilities of the group, providing
alternative options for participants with mobility issues if necessary. Throughout the tour,
guides should be observant of participants’ physical and mental state. Ensuring that
everyone is comfortable and engaged requires frequent checks. Guides should also be
ready to adjust the pace or itinerary as needed based on the group’s energy levels.

QuICK
A good guide will remind tourists to wear be hog S. Ii'"ate
sunscreen and hats while visiting open-air sites pal'tic~ "~ s ’ CSpen:
. ~ . e by, Ipaht essen . “Clafp, .
like Donana National Park. Additionally, the Cakg . Sto - tiay fo Y in Sum,
- guide should be aware of the nearest medical é"’Oide)(/,mr Wate,pro'/ide o ey, Can,
facilities in case of emergency. a‘lstio,,. g take f: r mip, -

When visiting historical sites like La Rabida Monastery or walking along the Muelle de Rio
Tinto, the guide should keep the group’s physical capacity in mind. If there are elderly
participants or those with limited mobility, it's a good idea to provide seating options and
slow down the pace at more challenging spots. Offering options to rest at cafés or shaded
areas during the tour can keep participants refreshed.

Adapting Tours for Different Seasons and Events

Local seasons and events can significantly impact the dynamics of a tour. Successful
guides will be able to adapt their itineraries to suit changing conditions, ensuring that each
tour remains enjoyable regardless of external factors.

Adapting for Weather: Weather can have a profound impact on the success of a tour. On
particularly hot days, guides might choose to visit more shaded or indoor locations, or
incorporate shorter walking distances. Similarly, in rainy weather, more indoor activities or
museum visits should be prioritized.

Leveraging Local Events: Festivals or local events can offer unique opportunities for a
tour guide to enhance the tour experience. For example, a local food festival might give the
guide the chance to introduce participants to regional cuisine, or a historical reenactment
could bring the past to life. Guides should always stay informed of local events and be
prepared to adapt the tour to incorporate them.
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Seasonal Adjustments: Tour itineraries might also need to change based on the
time of year. For example, winter tours may require indoor or shorter activities, while
summer tours may need to start early in the morning to avoid the midday heat.

Managing time effectively in Huelva is especially important due to the region's
fluctuating weather patterns, which can vary greatly depending on the season. The
summer months tend to be hot and dry, making it essential to plan outdoor activities
early in the morning or later in the evening to avoid the midday heat. Summers can be
scorching, with temperatures often rising above 30°C (86°F), so it's advisable to

schedule beach visits or nature walks early in the morning or later in the evening when
it's cooler.

On the other hand, the cooler months may bring occasional rain, so it's wise to carry an
umbrella and have flexible plans for indoor attractions, such as museums or local

markets. Additionally, wearing sunscreen and staying hydrated are key to making the
most of outdoor activities during sunny days.

-

The itinerary can in-c\ud_e r::)‘re
indoor activities, like Vvisl -| ag|
museums; and less physmwa

exertion. The Museo de Huea )

would be a good stop to es|c rp
the heat. puring the co0 e

months, outdoor activities like

walking alond the Maritime

Walkway or visitind
National Park.

If there is a local festival happening, such as the Festival de Cine
Iberoamericano, os Feria de la Tapa, Carnaval, Holi Week or so, a guide might
choose to incorporate the event into the tour. For example, after visiting the
Monumento a Colon, the guide could take the group to see the festival’s

opening ceremony, allowing them to experience both the cultural and historical
significance of Huelva during the event.
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5 Designing and leading tours

Objective: This activity will equip participants to create a detailed, user-friendly, and
visually engaging map that enhances the tour experience. With the skills to create
effective, informative, and engaging maps, it will be a valuable tool in leading
successful tours and enhancing the experience for all visitors.

Instructions:

« Use My Maps to create or view your own maps. (Google maps for computer
Android iPhone & iPad)

« On your computer, sign in to

« Click Create a new map.

« Go to the top left and click "Untitled map."

« Give your map a name and description.

« Use the search bar to find the key locations mentioned in your itinerary:

« Casa Colon (start point)

« Plaza de las Monjas

. Calle Concepcion c‘;‘gth the final link: create a QR you

. Calle Palacios phonle‘s;ies:o;ftz,eut?utr - (if you have the

. Concepciéon Church by Wha”tz S It can be shared

« Mora Claros Palace P app)

« Carmen Market

« Muelle del Tinto

« Recreativo de Huelva Stadium

« Columbus Monument

« For each location, click on the marker and select "Add to map."

« Click on the "Directions" button in the left panel.

« You can add directions by entering the starting and ending points of your route
for each segment of the tour, such as from Casa Colon to Plaza de las Monjas,
and so on.

- Google Maps will automatically create a path, but you can adjust it by dragging
the route to match walking paths or specific roads.

« Use the "Add layer" option to organize different sections of the tour. For
example, one layer for walking routes and another for bus routes.

« Click on the markers to add descriptions and notes for each stop, as well as
estimated times (e.g., 9:00 AM at Casa Colén).

« For the bus portion, add a bus stop or station near Muelle del Tinto and
Columbus Monument to guide the group where to catch the bus. You can note
the approximate time or transport details in the description.

Make sure the map is clear and easy to follow. You can

. r also color code routes or places for easy identification, %QUICK

TiPs

e.d., historical spots in one color and transport routes in
another. When your map is complete, click on the three
dots next to the map title and select "Share or Embed
Map."
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CHAPTER 6 6. Customer service

6. Customer Service

Guides should understand and meet the diverse expectations of tourists, ensuring a
positive experience for all. It emphasizes the importance of building rapport through
effective communication, active listening, and showing genuine interest in participants.
Guides will also learn how to manage diverse groups, ensuring inclusivity and respect for
all. The chapter provides strategies for handling complaints calmly and professionally,
turning challenges into opportunities. Ultimately, it focuses on creating memorable,
personalized experiences that leave a lasting positive impact on visitors.

Staying Informed and Compliant with Local Regulations is essential. For tour guides
operating in Andalusia, Spain, it is essential to stay well-informed about the region's
tourism regulations, best practices, and professional guidelines. These resources ensure
that guides can provide high-quality services while remaining compliant with local laws
and maintaining the safety and satisfaction of tourists. This section will outline several
key resources and organizations that guide professionals should regularly consult to stay
updated on the latest industry developments.

The Junta de Andalucia is the official government body responsible for regulating the
tourism industry in the region. A key resource for any tour guide working in Andalusia is
the “Service Quality and Customer Service Manual” which can be accessed on the
Junta de Andalucia website. This manual is a comprehensive guide for businesses and
professionals in the tourism sector, detailing the expectations for service delivery,
customer engagement, and professional conduct.

For tour guides, the manual provides critical insights into:

« Service Quality Standards: It sets the standards for professionalism,
communication, and the overall tourist experience.

« Guide Responsibilities: The document outlines the key responsibilities of tour
guides, including ensuring visitor safety, providing accurate and engaging
information, and maintaining high ethical standards.

« Customer Interaction: The manual emphasizes the importance of effective
communication with tourists, from handling inquiries to managing any issues that
may arise during a tour.

Regularly consulting this manual, tour guides can align their practices with regional
standards, ensuring they meet the expectations of both the authorities and their clients.
This will not only improve the tourist experience but also safeguard the professional
reputation of the guide and the tourism sector in Andalusia.

Apart from governmental resources, there are several professional organizations that
provide invaluable support and guidance for tour guides in Spain. These organizations
offer access to networking opportunities, continuing education, advocacy, and more.
s
O

gQUICK Service Quality_and
TIPS Tr Customer Service

- Manual
Junta de Andalucia

. .

Co-funded by o NEONAIAT
the European Union  inerciadigital NAoHE



https://www.juntadeandalucia.es/turismocomercioydeporte/documentacion/26779.pdf
https://www.juntadeandalucia.es/turismocomercioydeporte/documentacion/26779.pdf
https://www.juntadeandalucia.es/turismocomercioydeporte/documentacion/26779.pdf
https://www.juntadeandalucia.es/turismocomercioydeporte/documentacion/26779.pdf
https://www.juntadeandalucia.es/turismocomercioydeporte/documentacion/26779.pdf
https://www.juntadeandalucia.es/turismocomercioydeporte/documentacion/26779.pdf
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At the national level, the Asociacion Espafnola de Profesionales del Turismo (AEPT) &
is a leading organization for tourism professionals across Spain. AEPT’'s mission is to
promote the interests of tourism professionals, advocate for the industry, and facilitate
networking among members.

For tour guides, AEPT offers:

- Professional Development: The association provides training programs, workshops,
and events that help guides improve their skills, stay updated on industry trends, and
expand their knowledge of emerging tourism topics.

- Legal and Regulatory Updates: AEPT is instrumental in providing the latest legal
updates related to tourism in Spain, including changes in regulations, certification
processes, and guidelines.

- Advocacy: AEPT represents the interests of tourism professionals in discussions with
policymakers, ensuring that the needs and concerns of guides are heard at the national
level.

Guides can become members of AEPT to access a wide range of resources, including
webinars, seminars, and discounts on events that support their professional growth.

’

On a local level, AGUIP Huelva (Association Professional Guides of Huelva)_ _w@

AGUP is an organization for tour guides working specifically in the Huelva province. AGUIP
Huelva focuses on the unique needs of guides in this region, providing them with tailored
resources and services that address local tourism trends, legislation, and challenges.

Benefits of AGUIP Huelva:

Local Guidelines and Regulations: AGUIP keeps its members informed about region-
specific regulations that may not be covered by national or regional bodies. This includes
updates on local attractions, historical sites, and specific safety protocols for tours in
Huelva.

Networking and Community Support: As a local professional association, AGUIP offers
networking opportunities where guides can exchange knowledge, collaborate on projects,
and support one another in the field.

Ongoing Education: AGUIP often organizes training sessions, events, and study tours in
Huelva to help guides improve their skills and knowledge of local culture, history, and
landmarks.

It is essential for tour guides to stay updated on the latest QUick
Stay Updated developments and regulations to ensure they are operating at TiPs
the highest level of professionalism.

This includes:

« Changes in Legislation: New laws and regulations can have a significant impact on the way
guides conduct their tours.

« Emerging Trends: Tourism trends shift constantly. For example, post-pandemic tourism has
introduced new health and safety standards, digitalization in bookings, and increased demand
for sustainable tourism practices.

« Networking Opportunities: Regularly engaging with professional organizations allows
guides to network with peers, share experiences, and learn from one another.
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CHAPTER 6 6. Customer service

6.1 Understanding Visitor Expectations

To ensure a successful tour, a guide must first understand the diverse expectations of the
participants. Tourists come with different backgrounds, motivations, and interests, and
their expectations can range from a desire for education to seeking entertainment or
adventure. To obtain updated information on visitor expectations in the tourism sector, it is
essential to consult recent resources and studies that reflect current industry trends. Here
are some examples that can be used to start but there are more.

QuICK

Reports from the World Tourism Organization: ONU Turismo Reports The World TiPs

Tourism Organization publishes annual reports on global trends in the tourism sector,
tourist expectations, and travel motivations. These reports are an excellent source to
understand what tourists are looking for in their trips.

J (69 unwto )

Google Travel Insights: Google provides tools to understand search trends and traveler
expectations through Google Trends, especially regarding destinations, accommodations,
and travel experiences. Searches related to "sustainable tourism," "personalized
experiences," and "emerging destinations" are indicators of current tourist expectations.

9 Google travel
C insightsinsights

TripAdvisor Insights: TripAdvisor provides regular data and articles on tourist
expectations based on recent traveler reviews and comments. These reports typically
show what tourists value most, such as service quality, cleanliness, and unique activities

in destinations.
(CO t_ripadvisor.com/businesa

Tourist expectations

Tourist expectations are rapidly changing, influenced by factors such as technology,
sustainability, and personalized experiences. To stay updated, it is essential to
consult these kind resources that provide data on current trends and behaviors in the
tourism sector. With this information, guides can adapt their services and improve
the customer experience by offering what tourists are truly seeking today.
Understanding these expectations is key to tailoring the experience in a way that
exceeds them.

\0’\ Before the tour begins, guides can set expectations through pre-tour
/AQ\?@s communication. This can be done through a brief questionnaire, email,
or social media platforms, where tourists can express their interests,

questions, and any special requirements. Asking questions like, "What
would you like to see or learn today?"” can provide valuable insight
into their expectations.
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During the tour, guides should actively listen to the questions, concerns, and feedback
from participants. This not only helps in adjusting the tour in real-time but also shows
tourists that their thoughts and interests are valued. Active listening involves making
eye contact, nodding, and paraphrasing what the guest says to show understanding.
Sometimes, tourists' expectations may not be explicitly stated.

Paying attention to their behavior and reactions, guides can gauge what is most
engaging to the group. For example, if a group shows more interest in historical details
rather than scenic views, the guide can adjust the narrative accordingly.

It is essential to clearly communicate the structure of the tour and the types of
experiences that participants can expect. However, flexibility is just as important. Be
ready to make adjustments based on the group's interests and needs, ensuring that
they feel that their expectations are not only met but exceeded.

6.2 Building Rapport with Tour Participants

09\01; Establishing a strong connection with tour participants is
<¥ vital for a positive experience. Building rapport helps

tourists feel more engaged, respected, and valued,
ultimately enhancing their overall experience.

« Warm Welcome: Start the tour with a friendly greeting and an introduction about
yourself. A positive first impression sets the tone for the rest of the tour. Introduce
yourself in a way that’s approachable, perhaps by sharing a personal anecdote or
something unique about yourself.

« Active Listening and Empathy: Active listening is key to understanding
participants' needs and interests. Show empathy by acknowledging their feelings,
whether they are excited, curious, or even frustrated. For example, if a guest asks a
question, listen carefully and respond thoughtfully, showing that you value their
inquiry.

« Personalization: Personalize the experience whenever possible. This can be done
by addressing participants by their names, remembering their specific interests, or
even integrating their preferences into the narrative of the tour. This extra effort
demonstrates attentiveness and care.

« Engaging Stories and Humor: Sharing engaging stories or light humor helps to
create a friendly, approachable atmosphere. Making the experience memorable
through storytelling can make the tour feel less like a formal lecture and more like a
fun, interactive experience.

« Non-Verbal Communication: Body language plays a crucial role in building
rapport. Smiling, maintaining eye contact, and using open gestures convey
friendliness and warmth, which helps in making participants feel comfortable and
valued.
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6.3 Managing Diverse Groups and Ensuring Inclusivity

Tour guides often work with a wide range of individuals, coming from various cultural, social,
and age backgrounds.
Some groups may include people with
p OQ\Q‘-; physical disabilities or special needs.

Ensure that all participants feel included,
respected, and comfortable.

Considerations:

- Cultural Sensitivity: Understand the cultural norms and expectations of participants.
Being aware of differences in language, traditions, and values will help avoid
misunderstandings and ensure that all participants feel respected.

. Inclusive Language: Use language that is inclusive and respectful of all participants.
Avoid terms or jokes that may alienate or offend certain groups. Tailoring your language
to be cullturally sensitive and neutral can prevent discomfort and ensure inclusivity.

« Physical Accessibility: Ensure that your tour is accessible to all participants, including
those with mobility issues or physical disabilities. This may involve offering alternative
routes for people in wheelchairs, ensuring that historical sites are accessible, or
providing accommodations for those who may need extra time or assistance.

« Multilingual Support: If you're leading tours with participants who speak different
languages, consider offering multilingual support or hiring interpreters. This can make
the experience more enriching for everyone, as they can understand the history, culture,
and significance of the places they’re visiting.

- Age-Appropriate Experiences: Tailor the experience based on the group’s
demographic. A family with young children may need more interactive or playful
elements, while a group of senior citizens might appreciate a slower-paced tour with
more opportunities for rest. Recognizing these differences and adapting accordingly
helps ensure that everyone feels included.

6.4 Handling Complaints and Providing Solutions

Despite the best efforts, issues may arise during the tour, whether it's related to the
itinerary, weather conditions, or customer expectations.
How a guide handles complaints can determine

K : .
”O.«Qs the overall success of the experience. Turning a
complaint into a solution-oriented interaction can

elevate the guest’s satisfaction and demonstrate
Strategies for Handling Complaints: professionalism.

1.Stay Calm and Professional: When a complaint arises, it's important to remain calm
and professional, regardless of the situation. Responding emotionally or defensively can
escalate the situation. Instead, take a deep breath, listen carefully, and acknowledge the
visitor’'s concern without interruption.

2.Listen and Empathize: Let the participant express their issue fully before jumping to
solutions. Use active listening techniques and show empathy. For instance, saying ‘I
understand how that can be frustrating” helps to validate the guest’s feelings and
demonstrates that you care about their experience.
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Objective: In this role-play activity, participants will focus on developing
communication skills necessary for effectively handling customer complaints in
tourism. Practicing clear, courteous, and positive language, participants will learn
how to address complaints professionally while ensuring the customer feels heard

and respected. o
Active listening wij be

| respond eémpathetically,
Instructions: genuine care for the customer's

emphasized,
showing
issue,

« Scenario 1: Guided Tour Disappointment (in pairs)
Tourist Complaint: “We went on a guided tour in Huelva today, but we didn’t feel
like we were given enough time at each stop. We rushed through the Roman ruins
and didn’t get to take any photos. This was one of the main reasons we chose this
tour!”
Guide role:
« Acknowledge the frustration.
« Apologize for not meeting expectations.
« Offer to extend time at the next stop or suggest other related tours for a more in-
depth experience.
« Reassure the tourist that their feedback is valuable and will be taken into
consideration to improve future tours.
Discuss after the role play and check what can be better, or changed to a better
solution. Feedback presentation to the class.

« Scenario 2: "Unmet Dietary Request" (in pairs)
Tourist Complaint: “I specifically mentioned to the restaurant that I'm vegetarian,
but when the meal arrived, it had meat in it. This is not acceptable, and we are very
disappointed with the service here!”
Guide role:

« Apologize sincerely and show empathy for the mistake.

« Offer to immediately bring a vegetarian option.

« Provide a complimentary drink or dessert as a gesture of goodwiill.

« Assure the tourist that the mistake will be addressed with the restaurant staff to

prevent it from happening again.

Discuss after the role play and check what
I | can be better, or changed to a better
solution. Feedback presentation to the class.

QuICK
TIPS
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7 Environmental and Sustainable Tourism Practices

In recent years, Spain has adopted a strategic approach to promote sustainable tourism,
aiming to balance the sector’'s economic growth with the protection of its valuable natural
and cultural heritage.

The Recovery,
Transformation
and Resilience
Plan - Component
14, have been
essential in this

effort.

Government frameworks and strategies,
such as the Sustainable Tourism Strategy
for Spain 2030.

These documents guide the development of responsible tourism practices, focusing
on environmental, social, and economic sustainability. The plan includes, in
Component 19 "National Digital Skills Plan," under Lever Policy VII "Education and
knowledge, continuous training, and capacity building," various actions aimed at
ensuring digital inclusion, advancing the development of basic skills for citizens so that
everyone can take advantage of the social, economic, and environmental opportunities
offered by new technologies. Additionally, they provide specific guidelines to address the
challenges posed by mass tourism and ensure that tourist destinations, such as Huelva,
can remain competitive while preserving their biodiversity and heritage for future
generations.

The Suistainable turism strategies in Spain 2030 serves as a long-term roadmap for
aligning the tourism industry with sustainability goals. It focuses on fostering a tourism
model that supports environmental protection, social equity, and economic resilience.
The strategy includes goals for reducing the carbon footprint of tourism activities,
promoting green energy, and enhancing the sustainability of tourist infrastructure. It also
emphasizes the importance of involving local communities in tourism planning and
ensuring that the benefits of tourism are distributed equitably.

In addition to this strategy, the Plan de Recuperacién, Transformacion y Resiliencia -
Componente 14 (2023) is a more recent initiative aimed at rebuilding and transforming
the tourism sector in the wake of the COVID-19 pandemic. This plan prioritizes
sustainability as a core pillar for the recovery of tourism and outlines specific measures
to support green tourism initiatives. It includes actions such as the digitization of the
tourism industry, the promotion of sustainable mobility, and the revitalization of cultural
heritage sites using eco-friendly methods. By focusing on sustainability in the recovery
process, Spain seeks to ensure that the tourism sector not only rebounds but does so in
a way that respects and preserves the environment.

Both of these frameworks are instrumental in ensuring that tourism does not compromise
the natural beauty and cultural heritage of regions like Huelva, a province known for its
rich landscapes and historical significance. Huelva, with its sensitive ecosystems and
cultural treasures, stands to benefit significantly from these sustainable tourism
guidelines. These efforts aim to protect regions like Huelva while supporting their
economic growth, ensuring that tourism contributes to the prosperity of the region without
undermining its ecological integrity.
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QUICK In Huelva, the tourism sector thrives on its natural landscapes, cultural sites, and
TIPS e : ) ] N :
historical heritage. Sustainable tourism seeks to minimize the environmental
footprint of visitors while enhancing the economic and social benefits of tourism
for local communities. These assets, however, are at risk of degradation if tourism
In Huelva practices are not carefully managed. Issues such as waste management, over-

TOP
TIPS

W highlight the importance of preserving the

tourism, and the destruction of fragile ecosystems are significant concerns that
could threaten the sustainability of the tourism industry in the region.

Through these strategic frameworks, Huelva is not only seeking to preserve
its heritage but also to create a tourism industry that is resilient, inclusive,
and adaptable to the challenges of the future. The focus on sustainability
allows Spain and Huelva to promote a tourism model that ensures the
country’s natural and cultural wealth can continue to be enjoyed by future
generations while providing economic opportunities for local communities.

Tour guides play a pivotal role in promoting sustainable tourism practices. As the first
point of contact for many visitors, guides have the unique opportunity to influence
tourists’ behavior and raise awareness about the importance of environmental
conservation. In Huelva, tour guides can educate visitors about local environmental
issues such as habitat loss, the impact of plastic waste on marine life, and the
preservation of endangered species.

They can also promote sustainable practices, such as encouraging the use of reusable
water bottles, proper waste disposal, and supporting eco-friendly accommodations and
transportation options.

One of the primary objectives of sustainable tourism is to minimize the ecological
footprint of tourists. This involves not only reducing the environmental impact of
tourism but also fostering a deep respect for local cultures and heritage.

In the case of Huelva, tour guides can

region’s unique ecosystems, such as the
Donana National Park, a UNESCO World
Heritage site known for its rich biodiversity.

Tour guides can encourage tourists to use public transportation, bicycles, or
walking tours instead of private cars, significantly reducing carbon

emissions. They can also recommend local businesses that prioritize
sustainability, such as restaurants and shops that use locally sourced
N products and eco-friendly packaging, ensuring that the economic benefits of

\ tourism stay within the community. Promoting low-impact activities like
nature walks or birdwatching allows tourists to enjoy natural landscapes
without harming the environment. Additionally, by sharing information about
local wildlife, conservation efforts, and cultural heritage, guides foster a
deeper appreciation and inspire tourists to adopt sustainable behaviors
during their visit and in their daily lives.
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7.1 Promoting Sustainability in Huelva

Guides can encourage tourists to adopt sustainable behaviors throughout their visit,
starting with simple actions like reducing waste, conserving water, and minimizing single-
use plastics. These small changes can collectively have a significant positive impact on
the environment. One of the most effective ways to promote sustainability is through
transportation choices. Guides can suggest cycling, walking, or using local public
transport as alternatives to car travel. These methods not only reduce the carbon footprint
but also offer a more intimate experience of the region’s landscapes, allowing visitors to
connect with the environment in a more personal way.

In Huelva, from the unspoiled beaches of Costa
de la Luz to the UNESCO-protected Donana

TOP = TIPS National Park, there are countless opportunities

to promote eco-friendly practices. Huelva's
diverse ecosystems, rich in biodiversity, can be
a powerful platform for sustainability education.

Accommodation is another area where sustainability can be emphasized. Guides
should be recommending eco-friendly hotels, rural accommodations, and green-certified
lodgings, guides help ensure that tourism benefits both the environment and local
businesses. Many of Huelva’s accommodations embrace sustainable practices, such as
using renewable energy, implementing water-saving initiatives, or supporting local
produce in their kitchens, all of which contribute to the region’s overall sustainability goals.

TOP TIPS

One example of this kind of accommodation is Parador de
Mazagon. This hotel, located near Donana National Park,
integrates sustainability into its operations by using energy-
efficient systems and promoting water conservation through
eco-friendly plumbing fixtures.

Guides can also highlight the importance of local green tourism initiatives, which are
gaining popularity in Huelva. For example, tours focused on organic farming practices or
sustainable fishing methods provide visitors with a firsthand look at how the local
community is committed to eco-friendly methods.

These initiatives not only help to preserve the region's natural resources but also provide
visitors with a deeper understanding of Huelva’'s culture and values. Many of the area’s
farmers and fishermen are adopting environmentally responsible techniques that help
sustain the delicate balance between economic development and environmental
preservation. Strawberry farms in the coastal areas of Huelva are increasingly adopting
sustainable practices such as drip irrigation to conserve water and soil management
techniques to reduce erosion. Many farms are also transitioning to organic strawberry
farming, which avoids the use of synthetic chemicals and encourages crop rotation to
preserve soil fertility.
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Additionally, farmers are reducing the carbon footprint of their operations by using
renewable energy sources and minimizing waste.

Integrating these sustainable practices into their tours, guides can empower visitors to
make environmentally conscious decisions during their time in Huelva. The goal is to create
an experience that not only educates but also inspires tourists to continue these behaviors
long after they leave the region. Ultimately, sustainable tourism in Huelva is about
balancing the growth of the industry with the preservation of its unique landscapes,
ecosystems, and cultural heritage. Guides have a direct and lasting influence on shaping a
future where tourism continues to be a positive force for both the environment and the local
communities.

7.2 Educating Visitors on Local Environmental Issues

According to a study published in Sustainable Tourism, educational initiatives like these
can significantly alter tourist behavior and contribute to more sustainable tourism patterns.
Guides who effectively communicate the benefits of sustainability are essential in shifting
tourism toward more responsible practices. Informed tourists are more likely to make
environmentally conscious choices, such as sticking to designated trails, reducing waste,
and minimizing their carbon footprint. (Gossling 2012).

Help to develop as a guide a sense of responsibility in visitors, can ensure that Huelva’s
natural beauty is maintained for future generations. Huelva is home to rich ecosystems,
such as the Donana National Park, which is a UNESCO World Heritage Site and one of
Europe’s most important wetland areas. This region houses rare and endangered species,
making it essential to adopt sustainable tourism practices to preserve these habitats.
Particularly within the Donana National Park, one of Europe’s most important wetland
ecosystems, there are a variety of rare and endangered species that depend on its
preservation. Species such as the Spanish imperial eagle (Aquila adalberti), the Iberian
lynx (Lynx pardinus), and the Donana blue-tailed skimmer (a dragonfly) are all found in this
area, making it a critical site for biodiversity conservation.

To protect these vulnerable species and their habitats, sustainable tourism practices are
essential.

Sustainable practices include: TOP ¥ TIPS

- Regulating the number of tourists allowed to visit sensitive areas and promoting off-
season visits, the impact on wildlife and ecosystems can be minimized.

« Inform visitors about the importance of these endangered species and the fragile
habitats they depend on. Visitors are encouraged to follow specific behavioral
guidelines to avoid disturbing wildlife, such as staying on designated paths and keeping
a safe distance from animals.

« Encouraging people to use environmentally friendly transportation, like walking, cycling,
or using electric vehicles, reduces the carbon footprint of tourism and prevents further
degradation of sensitive ecosystems.
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Contributing to habitat restoration projects or supporting research on species monitoring.
Contributing to support is probably one of the green lines that we as guides never show to
visitors, and in huelva, currently there are examples of campaigns that tourists can be
encouraged to get involved with, such us, The Dofana Biological Station (EBD) is -:.'
dedicated to the study of biodiversity and the conservation of endangered species, and they
conduct extensive research on species like the Iberian lynx, Spanish imperial eagle, and
various bird species that migrate through the park.

1P° Donating to their ongoing conservation and research programs is one
step. Visitors can also participate in educational tours where they
learn about ongoing species monitoring projects. The Marismas del
Odiel is another important wetland area in Huelva, recognized as a
Biosphere Reserve by UNESCO.

Dofana is home to a variety of more that 250 species of birds and migratory birds that have
here the path to cross from the north of Europe to the south of Africa. Local conservation
efforts focus on preserving the wetlands, protecting bird species, and restoring damaged
habitats.

Tourists can participate in guided eco-tours to learn about the delicate marshland
ecosystem, with part of the tour fees going toward ongoing wetland restoration projects.
There are also opportunities to volunteer for bird monitoring and habitat restoration,
especially during migratory seasons. Centro de Visitantes Anastasio Serna or Paraje
Natural Marismas de Odiel.

Centro de Visitantes
Anastasio Serna

9 Paraje Natural Marismas
C del Odiel

Picture:Marismas del odiel from www.juntadeandalucia.es
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7.3 Legal Responsibilities and Ethical Considerations

Tour guides in Huelva have a responsibility to ensure the safety of their guests while
adhering to both legal and ethical standards. The legal obligations that guides must be
aware of, such as following the guidelines set out by environmental protection agencies
and adhering to the specific regulations in places like Donana National Park or Odiel
Marshes, for example.

Ethical considerations include ensuring that tours are conducted in a way that does not
exploit the local environment or community, maintaining transparency with visitors about
the environmental and social impact of tourism, and ensuring that promises made in the
itinerary are met. Understanding their legal and ethical responsibilities, guides can
contribute to a tourism experience that is both enjoyable for visitors and sustainable for
the region.

Before we talk about the legal and ethical considerations, first clarify the difference
between legal and ethical. Legality means an act according to the law, while ethics is
about right and wrong behaviour. This means that some actions might be legal but, in
some people’s opinion, not ethical. Legality has its basis in ethics, while ethics has its
basis in morals.

The Ethics, Culture, and Social Responsibility Department of UNWTQO, a specialized
agency of the United Nations, is tasked with promoting responsible, sustainable, and
accessible tourism for all.

) Tr The Ethics, Culture, and Social
I/ Responsibility Department of
UNWTO

The belief that tourism can make a significant contribution to people's lives and to our
planet is the purpose of this contribution. This is the essence of the Global Code of
Ethics for Tourism, a roadmap for the development of tourism. It is recommended that
everyone read, share, and adopt the Code for the benefit of tourists, tour operators, host
communities, and the natural environments worldwide.

Global Code of

Ethics for Tourism
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The World Health Organization (WHQO) estimates that 15% of the global population (one
billion people) has some form of disability. UNWTO is convinced that the accessibility of
all tourism facilities, products, and services should be an essential part of any
responsible and sustainable tourism policy.

Tourism has the potential to contribute to greater gender equality and the empowerment
of women, in line with the third Millennium Development Goal. The majority of people
employed in tourism worldwide are women, in both formal and informal jobs. However,
women are concentrated in lower-paid and lower-skilled positions within the sector and
perform a significant amount of unpaid work in family-run tourism businesses.

?QUICK
TiPs

Cultural tourism is a type of tourism activity
where the main motivation for the visitor is to
ﬁ learn, discover, enjoy, and consume the
- material and immaterial attractions/products
of a tourist destination.

These attractions/products are related to a set of material, intellectual, spiritual, and
emotional elements that are distinctive to a society, including arts and architecture,
historical and cultural heritage, gastronomic heritage, literature, music, creative
industries, and living cultures, with their lifestyles, value systems, beliefs, and traditions.

“Tourism is a true driver of solidarity and development.
Let us fully harness its power to bring people and
communities together, while respecting the Global Code

of Ethics for Tourism.” (Pololikashvili, 2020)
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Objective: This training activity aims to equip participants with the skills
and knowledge needed to promote sustainable tourism while highlighting
the natural beauty and environmental importance of Huelva, specifically in
area Marismas del Odiel.

Instructions:

- Briefly discuss the principles of sustainable tourism, its importance in
Huelva, and how tourism can have both positive and negative impacts
on the environment. Overview of Huelva’'s natural ecosystem
Marismas del Odiel. The significance of responsible tourism for
preserving endangered species.

« Develop a guided Nature Walk through Marismas del Odiel. Point out
local flora and fauna, explaining their ecological role. Including
discussing efforts being made to protect endangered species.
Emphasize eco-friendly practices, and description in responsible
photography and quiet behavior to avoid stressing wildlife.

 Provide information on local conservation efforts. Share how tourism
funds contribute to these projects.

« Group Discussion: What challenges do you face when promoting
sustainability in tourism? How can you encourage visitors to actively
participate in conservation efforts during their stay? What are some
creative ways to enhance tourist engagement with local
environmental issues?

- Presentation to the class.

?QUICK
TiIPs

Guides will gain a deeper understanding of sustainable
tourism practices and their importance in preserving
Huelva’s unique ecosystems. Learn how to integrate
sustainability into their tours by educating visitors on
local environmental issues and conservation efforts.

Fo i
Cus on educatmg tourists about

local ecos
ystems, wijjqji
. ’ ife,
Sustainable toyrigm Practices and
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8. Legal and safety responsibilities

This section is essential for helping tour guides become both responsible and
professional. It stresses the importance of being familiar with tourism laws and safety
protocols, ensuring that guides stay within legal limits while keeping their groups safe.
By understanding basic health and safety procedures, including emergency responses
and risk management, guides are equipped to handle unexpected situations with
confidence. This section also emphasizes the guide's ethical and legal obligations,
ensuring they provide secure, dependable, and professional experiences. Ultimately,
this knowledge helps guides build trust with their clients, contributing to a strong
reputation for professionalism and accountability.

8.1 Understanding tourism laws and regulations

In Spain, and particularly in the Andalucia region and Huelva province, tour guides must
be familiar with both national and regional laws governing tourism. These laws ensure
that guides are operating legally, providing safe and professional services to tourists.

To operate as a professional tour guide in Spain, one must obtain the official Tourist
Guide License (Guia de Turismo). This certification ensures that the guide is
knowledgeable about the history, culture, and regulations of the region. In Andalucia,
guides often need to pass specific exams that test their knowledge of the area, including
its history, language, and safety regulations.

According to this: Tour Guide Certification: ANDALUCIA: Tour Guide Certification

Decreto 214/2002, de 30 de julio, por el que se regula las Guias de
Turismo de Andalucia. https://www.juntadeandalucia.es/boja/2002/91/2.
Establishes the regulatory framework for tourist guides in Andalusia,
defining the requirements for obtaining a guide license. It sets guidelines
for training, qualifications, and responsibilities of professional tour
guides, ensuring high standards of service and safety for tourists in the
region.

Decreto 8/2015, de 20 de enero, regulador de guias de turismo de
Andalucia. https://www.juntadeandalucia.es/boja/2015/20/3. Updates the
regulatory framework for tourism guides in Andalusia, enhancing
requirements for professional qualification and introducing new
categories for specialization. It emphasizes the importance of continuous
professional development and the need for guides to adapt to evolving
tourism trends.

In Huelva, which has a rich history due to its proximity to the Portuguese border and its
proximity to the Dofnana National Park, guides should be well-versed in local heritage
and environmental protection laws. Spain places great emphasis on protecting its
natural environments, and this is especially relevant in regions like Huelva, home to
Donana National Park, a UNESCO World Heritage site. Tour guides in Huelva should be
well aware of the environmental protection laws governing these areas. They must
follow specific guidelines to avoid disrupting wildlife or damaging ecosystems. Guides
are expected to educate tourists about the importance of preserving these natural sites
and ensure their tours do not negatively impact the environment.
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This can include adhering to specific trails, limiting group sizes, and following Leave No
Trace principles:

Plan and organize your trip in advance TOP
Look for suitable camping areas TIPS
Properly manage waste

Respect the environment and wildlife

Minimize and control the use of campfires

Do not take anything that belongs to the area

Be considerate of other visitors

W)

There are NGOs that organize training according to the needs to deeply understand the
ethics concerning Leave No Trace philosophy that although started in the USA late
nineties, it is an actual principle to be aware of, and for sustainable tourism it is
mandatory to know and disseminate on your tours.

Apart from the highest category of protection for Dofana in Huelva province, we have
many hectares protected as “Espacios Naturales Protegidos”. Guides must be aware of
this category and the law for “Additional measures for protection, Natural areas”

&

Certain places in Andalucia, such as historical landmarks, churches, or museums, may
have specific rules governing access, behavior, and the amount of time a guide can
spend with a group. It's important for guides to stay informed about these regulations to
avoid fines or disruptions.

Espacios Naturales
protegidos

8.2. Tourism Regulations for Specific Sites

Example in Huelva:

Muelle de las Caravelas ?QUICK
TiPs

General regulations and guidelines to follow:

- Visitor Behavior: Visitors are expected to behave respectfully and avoid causing
damage to the exhibits. Climbing on or touching the replicas of the ships is
prohibited to preserve them.

- Guided Tours: Professional guides must have the appropriate authorization to
provide tours. Only certified guides are allowed to lead groups around the site.

- Hours of Operation: The museum has specific opening hours, and visitors must
adhere to them. It is also recommended to check for any special events or closures
in advance.

- Environmental Considerations: As the site is near the coast, by Tinto River,
visitors should be mindful of preserving the natural environment surrounding the
museum.

- Photography: Photography is allowed, but it may be prohibited in certain areas or
for specific exhibits. Always follow any posted signs regarding photography rules.

2 F .
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8.3 Health and safety protocols for tour guides

A comprehensive understanding of health and safety measures is essential for
ensuring the well-being of all tour participants. Guides are responsible for
familiarizing themselves with safety protocols, offering safety briefings, and ensuring
that proper equipment, such as life jackets or seat belts, is available and in good
condition. Guides must ensure that tourists are safe throughout their journey, which
includes understanding health and safety protocols.

For instance, guides need to know emergency procedures, such as how to respond
in case of an accident or health emergency. In regions like Huelva, where there may
be outdoor activities or remote locations involved, guides need to be familiar with
potential hazards like extreme heat or wildlife, and how to handle such situations.
Having basic first aid knowledge is also essential. It's mandatory for guides to carry
appropriate insurance, including liability insurance, to cover potential accidents or
issues that may arise during the tour. This is a legal requirement to ensure that both

the guide and the tourists are protected.

Have in the phone agenda emergency numbers for Huelva are essential to
stay prepare:

“QUICK
TIPS

- General Emergencies (police, fire services, ambulances): 112
This is the single emergency number throughout Spain. You can call it for
any emergency and get assistance from services like the police, fire
department, or medical emergencies.

- National Police: 091
For situations related to public safety or crime TOP TIPS

« Civil Guard (Guardia Civil): 062
For safety situations in rural areas or on highways.

- Fire Department: 080
In case of fires or rescue situations.

-« Ambulance/Medical Emergency: 061
For medical emergencies and ambulances.

If the guide has specific group from a tourism agency, this agency must
provide with the specific insurance protocol and numbers for this issue.
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8.4 Emergency procedures and first aid basics

Tour guides should be knowledgeable in basic first aid and prepared to handle
emergencies, such as accidents or health crises, that might arise during a tour. This
part of the training focuses on essential steps for managing medical situations and
emergencies, helping the guide respond effectively and without delay.

Guides should understand and be able to perform fundamental first aid,
such as CPR, treating wounds, and recognizing signs of serious health
problems like heart attacks or severe allergic reactions. It's also crucial for
guides to know how to manage situations where urgent professional medical

help is required, his includes being able to contact emergency services and
relay vital information quickly.

With this training, guides are better equipped to act quickly and prevent situations
from worsening while waiting for emergency responders. They also need to assess
risks in advance, understanding how to deal with health emergencies in different
settings, whether in a city or in more remote locations where help might be far
away.

Being prepared in this way, guides help ensure the safety of the group, building
confidence and trust among tourists, who will feel reassured knowing their guide is
ready to manage any unexpected situations.

There are many options to be prepared on this topic on your personal education
procedures, as this is not compulsory.

WA QuICK

As an example, Cruz Roja has training for free to
ﬁ train yourself and be prepared for different kinds

of situations.

s
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Objective: practice how a tour guide should respond to an emergency
situation during a tour. This activity will help guides develop the skills to
remain calm, communicate effectively, and follow safety protocols when

unexpected situations arise. _
Quickly assess the situation and take

appropriate action to ensure the safety of
Instructions: the affected tourist and the rest of the
group.
The tour is taking place outdoors on a sunny day in Huelva, where
temperatures are high. The group is hiking through a natural park. One tourist
suddenly begins to show signs of heatstroke (dizziness, confusion, excessive
sweating).

« Tour Guide: responsible for the group’s safety and need to quickly
identify that one of the tourists is having a medical emergency. You must
stay calm, direct the group to a safe place, and provide assistance to the
affected tourist.

« Tourists play the role of fellow tourists. One of you will act as the person
suffering from heatstroke, and the others will assist by following the
guide’s instructions. The rest can act as onlookers who need to be kept
calm.

« Guide:

1.Recognize the Symptoms: The guide should first identify the signs of
heatstroke

2.Stop the Tour and Ensure Safety: "Everyone, please stay calm. We
need to stop the tour for a moment. Let’s find some shade immediately
and make sure everyone has water."

3.Call for Help: "I need one person to stay with the group and keep
everyone calm. I'm going to assist the affected tourists. We may need to
call for medical help, depending on how the person responds."

4.Assist the Tourist: "I'm going to help you sit in the shade and hydrate.
Let’'s get you some water, and we’ll cool you down with a wet cloth."

éQUICK
TIPS

Ensure the affected tourist sits down and gets water. If available, use
a cloth to wipe the face or neck with cool water.
If the tourist’s condition does not improve, the guide should contact
emergency services and direct the group to a safe area while waiting
for assistance. Calm the group "The situation is under control. We are
taking care of this, and we will continue with the tour as soon as it’s
safe. Thank you for your patience."
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Career as a tour guide
Gaining Practical Experience.

1.From Training to guiding: Initial training in the field of tour guiding provide guides
with the theoretical knowledge and foundations of what the profession entails,
such as history, culture, geography, and communication skills. However, to
become a competent tour guide, practical experience is essential.

Consider the following approaches: Practical experiece

« Internships and professional practices: interning at tourism companies,
museums, tourist offices, or companies specializing in tours. During these
internships, new guides can work alongside experienced guides, observe how
they manage groups, and learn from their style and strategies. This type of
experience not only allows you to see what a typical day at work is like, but also
gives you the opportunity to ask questions and receive direct feedback.

« Guiding small groups: Starting by guiding small groups is a great way to gain
experience. You can start with friends, family, or tourists visiting your city, which
gives you the opportunity to practice your speech, learn how to handle different
types of audiences, and get familiar with the ins and outs of tourist spots.

« Volunteer Work: Another way to gain experience is through volunteering with
organizations that organize tourist activities. There are projects where you can
guide tourists in parks, museums, or even on ecological walks. Although this type
of work is not always paid, it allows you to practice in real situations and build a
network of contacts in the industry.

« Developing communication skills: Constant practice helps you hone your ability
to communicate effectively. As you interact with different groups of people, you
will learn to adjust your communication style, become clearer, and capture the
audience's attention in different ways.

The YouthFulGuides-APP to start working with

groups and offer yourself to travel agencies as a
W communicative, professional and proactive
- Local Tourist guide with skills you believe
represent yourself.

Practical experience is the bridge between theory and practice in a tour guide career.
As you get more practice, your confidence and skills improve, making you a more
competent and professional guide. This transition process will finally allow you to
manage groups of tourists independently, adapt to different situations and ensure a
positive experience for tourists.
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9. Career as a tour guide

2. Stable career opportunities:

Once you have completed your training as a tour guide, the next challenge is finding
jobs that offer stability and security in the sector. Tourism can be a volatile industry,
depending on economic, political or even pandemic factors, but there are several

ways you can secure a stable job:
Career opportunities

« Working with established tourism companies: Large tourism agencies or
companies that are well established in the market usually offer job stability.
These companies have a constant demand for tour guides, especially in popular
destinations. Working with them wusually provides you with a fixed salary,
employment benefits (health insurance, vacations, etc.) and, in many cases, a
professional work environment with a good level of training and continuous
development.

« Possibility of long-term contracts: Some tourism companies, especially those
that organize international trips or recurring tours, may offer long-term contracts
to experienced tour guides. These contracts not only ensure a regular flow of
work, but also other benefits such as job security, bonuses, and access to further
training or promotion opportunities within the company.

« Working for government agencies or public institutions: Tour guides can
also find employment opportunities in museums, national parks, nature reserves,
or historical sites run by public entities. These institutions often require guides to
provide educational and cultural tours, and often offer permanent or stable
employment with government benefits.

« Independence as a freelance tour guide: In Huelva, there are currently only a
few companies targeting this specific market, which presents a great opportunity
to establish your own brand and embark on a new path. Working independently
offers flexibility and, with time, can lead to long-term stability as you build a strong
reputation and a loyal network of clients. Offering your services as a private
guide, rather than relying solely on agencies, you can create more consistent
opportunities. Additionally, focusing on specialized niches like ecotourism, food
tourism, or adventure tourism can help attract a dedicated audience.

« Use of online platforms and travel agencies: With the increasing digitalization
of the tourism sector, many online platforms and travel agencies offer
opportunities for freelance guides. These websites allow guides to create profiles,
promote their services, and connect with tourists interested in personalized
experiences.
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9. Career as a tour guide

3. Building confidence in real world

When transitioning from training to real-world practice as a tour guide, one of the
primary skills to develop is confidence. This confidence not only enhances job
performance but also improves the ability to handle unforeseen situations, engage
with tourists, and deliver a memorable experience.

The following strategies are essential: DU

« Practice: The best way to gain confidence is through practice. Guiding groups
in various settings, even informal ones, helps develop comfort and ease in the
role.

« Learning to read your audience: In practice, guides will interact with people of
diverse ages, cultures, and interests. Developing the ability to read your
audience and adapt to their needs is crucial for building confidence. Tailoring
your approach to different groups ensures that you are ready for any situation.

« Accept mistakes: Mistakes are inevitable, especially early on. Whether
forgetting a detail or encountering an unexpected event, it is important to learn
from these moments. Instead of dwelling on the error, focus on improving for
next time.

%QUICK
TIPS

The more guides invest In their own
W development, the better they are able to serve
— their clients, ultimately making themselves more
marketable in a competitive industry.

« Continuous learning: A successful guide understands that learning never
stops. Constantly expanding knowledge and skills will keep the guide adaptable
and well-informed. Continually improving skills is the essential factor in being a
successful guide. Attending workshops, learning new languages, and deepening
knowledge of local culture all contribute to a guide’s growth.

« Offering flexibility and personalization: Tourists often appreciate customized
experiences. Offering flexibility to adjust tours based on clients’ specific interests
or needs is a great way to enhance the tour experience. Tailoring tours to
families, food lovers, or history enthusiasts ensures that each group has a
memorable experience.
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9. Career as a tour guide

In a competitive industry, it's essential to market yourself effectively. Distinguishing
oneself from other guides requires a combination of knowledge, personality, and
skills that resonate with potential clients.

Market yourself
Consider the following ways to market yourself:

« Specialization: Focusing on a specific type of tour or destination can help
guides stand out. Specializations such as historical tours, nature walks, food
tours, or adventure tours attract specific groups of tourists looking for unique
experiences.

« Building an online presence: Creating a website or portfolio to showcase
tours, experience, testimonials, and contact information is key. A blog or posts
reflecting passion and knowledge can further demonstrate expertise.

QU
77P5C/(

« Networking: Collaborating with local businesses: Building relationships within
the local tourism industry is essential. Partnerships with hotels, restaurants,
souvenir shops, and other local businesses help expand a guide’s reach, offering
combined packages or referrals.

- Attending tourism events: Engaging in local tourism events, trade shows, or
conferences offers opportunities to meet potential clients and connect with
others in the industry.

« Engaging content: Sharing local stories, hidden gems, and insider knowledge is
a great way to engage potential clients. Videos, blogs, or podcasts help
demonstrate expertise and give a taste of the experience that awaits tourists
when booking a tour.

« Creating a personal connection: It's important to show enthusiasm, passion,
and personality. Sharing personal stories, explaining what excites you about
being a tour guide, and engaging with potential clients on social media helps
create authentic connections. Responding to comments, asking questions, and
creating interactive content like quizzes enhances this bond.
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9. Career as a tour guide

Legal and Certification Requirements

In Spain, to work as a tourist guide, it is necessary to be in possession of an official
qualification. The most common qualification is the Tourist Guide Degree, which is
obtained after completing studies in a specific training course. (Graduado en
Turismo) These courses are regulated by the autonomous communities, since the
competence in tourism is decentralized, which means that each community has its
own requirements and exams.

e o _ _ C General Access
Qualification through general access: Andalusia, Spain.

In the Decree 8/2015, of January 20, regulating tourist guides in Andalusia, modified
by Decree 187/2020, of November 17, it is established that in order to obtain
accreditation as a tourist guide, in addition to meeting certain requirements,
applicants must demonstrate that they possess the required competency units
corresponding to the professional qualification of a tourist guide.

Degrees or Training that Can Apply for Accreditation:

The following academic degrees and university courses can be linked to the
accreditation as a tourist guide, as they provide relevant knowledge on history,
heritage, culture, geography, and other important aspects that tourist guides must
master:

« Degree in History: Graduates in History have an in-depth understanding of
cultural, historical, and artistic heritage, which is essential for being a tourist
guide, as much of a guide's activities are related to knowledge of historical
heritage.

« Degree in Art History: Tourist guides specialized in art or museum visits may
base their work on this degree. Understanding art and art history is essential for
guiding in many tourist destinations, especially those rich in culture.

« Degree in Geography: Geography is also a relevant area of study, as tourist
guides must understand the geographical aspects and natural environments in
which they operate, particularly for nature tours, mountaineering, or activities in
national parks.

« Degree in Tourism: This degree is one of the most directly related to the
profession of a tourist guide, as it provides theoretical and practical knowledge
about tourism service management, history, heritage, and guiding techniques.
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9. Career as a tour guide

« Degree in Environmental Sciences: For tourist guides specializing in nature
tourism or ecotourism, courses and degrees in Environmental Sciences are
highly relevant. This type of training provides the necessary knowledge about
environmental conservation, flora, and fauna, essential for guiding in natural
environments.

« Higher Technician in Tourism Management: Graduates in vocational training,
such as the Higher Technician in Tourism Management, may also apply for
accreditation as a tourist guide if they meet the specified competency units.

« Specialization Courses in Tourism: In addition to university degrees, there are
specialization courses and master's programs related to tourism, cultural
management, heritage, etc., that can also meet the necessary training
requirements.

General Requirements for applying for Accreditation (Information gathered from

the Junta de Andalucia website)
"'(- 69 Junta de Andalucia

Acreditation Requirements

To apply for accreditation as a tourist guide in Andalusia, in addition to having a
related degree or training in the sector, the following requirements established in
the decree must be met:

« Nationality: The applicant must have the nationality of a member state of the
European Union (EU), a state associated with the European Economic Area
(EEA), or a country with which Spain has signed a reciprocity agreement
regarding the exercise of professional activities.

« For foreign nationals residing in Spain, they must have the right to work in the
country, either self-employed or employed, according to current legislation.

« Competency Units: Applicants must possess the required competency units
corresponding to the professional qualification of a tourist guide, as established
in Article 6 of Decree 8/2015. These competency units must be accredited after
completing the corresponding courses, which is done through training in
accredited centers and passing exams.

« Common European Framework of Reference for Languages (CEFR). Apart
from the language (Spanish is the main language to be certified, mother tongue
or C2 if it is a foreign nationality) applicants must have accreditation B2 of
English and B1 for a second language (it is a personal choice to select and get
the one to specialize him/herself).
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9. Career as a tour guide

YouthFulGuides APP

The YOUTH-ful-GUIDES App is a digital platform designed during the implementation of
the European YOUTHFULGUIDES project (2023-3-EL02-KA210-YOU-000178929) to
help tour guides create interactive and engaging experiences, manage bookings and
receive real-time feedback. This app allows guides to offer high-quality, personalized
tours, improving the tourist experience and making it easier to manage their business.

Principle features of the YOUTH-ful-GUIDES App:

« Creating Personalized Tours: Guides can design and share tours tailored to tourists'
preferences, incorporating multimedia elements such as images and videos to enrich
the experience.

- Booking Management: The app allows you to efficiently manage bookings, including
setting availability, prices and direct communication with customers.

- Feedback and Ratings: Guides receive feedback and ratings from tourists, allowing
them to continuously improve their services and maintain high quality standards.

- Marketing Tools: The app offers tools to promote tours on social media, share referral
codes, and create special promotions to attract more tourists.

« Multilingual Support: The platform supports multiple languages, facilitating interaction
with tourists of different nationalities.

Benefits for Tour Guides:

The YOUTH-ful-GUIDES App offers several key benefits for tour guides, especially for
those who are young or new to the profession. One of the main advantages is increased
visibility, as the app provides a platform where guides can showcase their services to a
global audience. This broadens their reach and attracts potential clients from around the
world. Additionally, the app makes management much easier by streamlining the process
of handling bookings, payments, and client interactions. This reduces administrative
burden and allows guides to focus more on delivering high-quality experiences.
Furthermore, the app helps build customer connections by offering guides a direct line of
communication with tourists. This facilitates relationship-building before, during, and after
the tour, enhancing the overall customer experience and fostering repeat business.

Benefits for travelers:

The YOUTH-ful-GUIDES App is an application tailored to support young guides and eco-
conscious travelers. This app is a platform where young guides can craft and publish
detailed eco-friendly tour itineraries, emphasizing the preservation of the environment.
The app is a hub for multimedia content, allowing guides to visually showcase eco-tours,
bringing the enchanting allure of natural landscapes to potential travelers. It's not just an
informational platform but an interactive space where travelers can book tours and leave
feedback. This interaction doesn’t only enhance the user experience but also becomes a
tool for continuous improvement.
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9. Career as a tour guide

The app fosters a collaborative environment for the guides. They can share insights,
learn from each other, and promote best practices in sustainable tourism. The
integration of social media tools amplifies the reach, making these eco-friendly tours
accessible to a broader audience. The app keeps the community of guides informed
and connected, with regular updates on industry news and developments in the eco-
tourism sector. It's an evolving platform that adapts and grows to meet the dynamic
needs of sustainable tourism.

In summary, as an entrepreneurial platform, the app instigates innovation and
leadership among young guides, nurturing active citizenship. It's an intersection where
cultural preservation, sustainable tourism, community engagement, and digital
innovation converge, each feature and interaction designed to realize the project’s
objectives.

Objective: help to develop a personal brand, which will help them stand out in
the competitive tourism industry.
Instructions:

« Define your brand identity: Take time to define these key elements: What
makes you different from other guides? This could be your deep knowledge
of a specific historical period, your storytelling ability, your focus on off-the-
beaten-path locations, or even your fluency in multiple languages. Who are
you guiding? Are you targeting young travelers, families, or niche groups
like art lovers, adventure seekers, or foodies?

« Create Brand Name and Logo: Come up with a creative, catchy name for
your guiding business. It could be something related to your name (e.g.,
"John’s Historical Tours") or something that reflects your specialty (e.g.,
"Hidden Gems of Rome"). If you're familiar with graphic design tools, create
a simple logo that reflects your personal style. You can use free online tools
like Canva to design a basic logo. If not, focus on a color scheme and fonts
that you’ll use consistently across your marketing materials.

« Develop Your Brand Message: Write a brief, 30-second introduction that
you can use when speaking to potential clients or partners. This should
highlight what you do, why you're passionate about it, and what makes you
unique. For example: "Hi, I'm [Name], and | offer private tours focusing on
the hidden history of Huelva, perfect for travelers who want to go beyond
the typical tourist attractions and explore the local culture and stories."

Practice delivering your elevator pitch clearly and %QUICK
confidently with a Role-play situations where you TIPS
Tf would pitch your brand to a potential client.
—_— Imagine you are speaking to a group of tourists in

a hotel lobby, at an event, or on social media.
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10. Guided Tour in Huelva

Two-Day Tourist Visit for Huelva, Spain

Objective of the visit: provide students with a practical and educational experience
that highlights Huelva’s rich history, culture, and heritage, while emphasizing modern
tourist engagement strategies. Throughout these tDay 1

wo days, students will learn based on the training program topics about organizing a
tour, local heritage, group management, and the importance of sustainability in
tourism.

Day 1 Ta

Historical and Cultural Heritage of Huelva

« Welcome and Presentation of the City of Huelva

« Morning:

« Time: 10:30 AM

« Location: Casa Colon.

« Description: A guided walking tour through the historic center
of Huelva, including Plaza de las Monjas, Oldest house in the
city, Conception Church, Mora Claros Palace, Litri's House, La
Merced Cathedral, San Pedro, and surrounding main streets.
Students will see how historical and architectural elements are
used in creating tourism products.

« Duration: 3hours

o Lunch: Time: 1:30 PM

« Location: Local restaurant offering traditional regional cuisine
(e.g., seafood and Iberian ham). During lunch, students will
discuss the role of local gastronomy in tourism and how to
promote this sector.

« Afternoon

« Time: 3.30 PM

« Duration: 2hours

« Location: Huelva Museum. Visit the museum and after it a walk
to the English Quarter, Barrio Reina Victoria.
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CHAPTER 10 10. Guided Tour in Huelva

"—) Day 2 T

Immersion in Local Culture

« Morning

« Time: 10:00 AM

« Duration: 2,30 hours

« Location: Local Market. El Carmen. A visit to a local local market.
Students will learn about local production, gastronomy, the role of
viticulture in the region's tourism, and how winery visits are
managed. We continue the visit to see the local harbour and the
Historical Rio Tinto Harbour, the Football stadium, the Odiel River
and surrounding marches and natural parks.

e Lunch: Time: 1:30 PM

« Location: A restaurant overlooking the marshes, where traditional
local dishes will be served. Students will discuss how authentic
culinary experiences can be integrated into a destination's tourism
offer.

’ \
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Objectives of the Visit:

« Connection to Local History: Students will better understand the history, culture,
and heritage of Huelva within the context of their tourism education.

« Real Tourism Management: Through direct observation of tourism practices in
the city and surrounding areas, students will learn how to manage both urban and
natural tourism destinations.

« Sustainability in Tourism: Students will reflect on sustainable tourism and its
connection to heritage preservation.
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Evaluation & Certification

Certificate of participation

Upon successful completion of the YOUTH-ful-GUIDES Training Program,
participants will receive one Certificate of Participation from Inercia Digital and one
YOUTHPASS. These certificates will serve as formal recognition of their
successful completion of the program and the skills they have acquired throughout
the training. The YOUTH-ful-GUIDES Certification will not only validate the
knowledge and competencies gained during the program but will also enhance the
participants' professional credentials, making them well-prepared for a successful
career as tour guides. The certificate will be awarded on the final day of the course
and will summarize the learning outcomes, ensuring that participants have a clear
understanding of what they have achieved. It will also provide participants with a
tangible acknowledgment of their accomplishment, which they can proudly include
in their professional portfolio as they pursue their careers in the tourism industry.

Impact Assessment Survey

As part of the YOUTH-ful-GUIDES Training Program, a comprehensive Impact
Assessment Survey is conducted to collect valuable feedback from participants
and all relevant stakeholders involved in the program. This survey is a crucial
component of the evaluation process, designed to assess the overall effectiveness
of the training program and its impact on the participants. The feedback gathered
will help us evaluate the strengths and weaknesses of the program, identify areas
for improvement, and ensure that the objectives of the program are met. The
survey will cover various aspects, such as the quality of content, participant
engagement, the relevance of the training materials, and the overall learning
outcomes. This valuable input will be used to refine future versions of the YOUTH-
ful-GUIDES Training Program, ensuring that it remains relevant, effective, and
impactful for future participants.

Impact assessment survey:

QR for the assessment Impact survey.
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12.Closing remarks:

In conclusion of this comprehensive training program, the YOUTH-ful-GUIDES
program has been successfully completed, marking an important milestone in the
development of the participants. This program has been carefully crafted to provide
the essential skills, knowledge, and insights required to excel as professional tour
guides. Through this training, individuals have taken a significant step toward
becoming valuable contributors to the global tourism industry, with a focus on
delivering exceptional, culturally enriching, and engaging experiences.

The guide has covered a wide range of critical aspects of the profession, from
understanding local heritage and history to mastering effective communication and
guiding techniques. Special emphasis has been placed on understanding the local
context, particularly in the region of Huelva, Spain, and its broader cultural and
historical landscape. Huelva, with its rich history, vibrant culture, and remarkable
natural beauty, offers a unique environment for the development of guiding skills,
providing a strong foundation for sharing this heritage with future visitors.

Each tour presents an opportunity to foster cultural exchange, educate, and inspire
travelers. The role of a guide goes beyond merely presenting landmarks; it involves
creating a deeper connection between visitors and the local community and
environment. The impact of a guide is fundamental in shaping tourists’ experiences,
and through dedication, lasting impressions are made that extend beyond the tour
itself.

The guide has been encouraged to continue refining the skills and knowledge gained
throughout the program. With the tools acquired, they are well-prepared to navigate
the complexities of the tourism sector, whether in Huelva, other regions of Spain, or
internationally. Continuous curiosity, adaptability, and the pursuit of excellence are
key in an ever-evolving tourism industry. Through ongoing learning and growth,
guides will not only meet the industry's demands but also contribute to its
advancement.

The commitment and hard work invested in this program will undoubtedly support the
success of future endeavors in the tourism sector. As professionals, they are now
equipped to bring the beauty, history, and culture of Huelva to life for travelers from
around the world, making a positive impact on the tourism industry.
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