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FOR IMMEDIATE RELEASE
 
Immigration Officials From 11 SADC Countries Complete Tourism-Focused Customer Service Training 

GAUTENG, SOUTH AFRICA, 11 JULY 2024 – Over 40 immigration and border control officials from 11 Southern African Development Community (SADC) member states have received advanced customer service training to improve the experience of tourists visiting Southern Africa. 

In a significant move to enhance tourism services across the SADC region, a pioneering Train the Trainer Tourism Customer Service Workshop was recently conducted. This initiative, a key component of the SADC Tourism Programme 2020-2030, focuses on equipping border officials with crucial customer service skills to create a more welcoming and efficient experience for travellers, thereby bolstering the tourism sector across SADC member states. 

The workshop emerged from a collaborative effort led by the SADC Business Council Tourism Alliance and the SADC Secretariat, working in tandem with the Joint Action NaturAfrica / Climate Resilience and Natural Resource Management (C-NRM) Programme. 

This programme, a partnership between SADC, the European Union, and Germany's Federal Ministry for Economic Cooperation and Development (BMZ), underscores the region's commitment to improving tourism infrastructure and service quality. 

As a major driver of economic growth in the region, tourism is a key industry of focus for SADC and consequently several initiatives are outlined in the SADC Tourism Programme to enhance the experience of visiting tourists, such as improved and aligned visa regimes, improved air access and capacity building at touchpoints that tourists encounter along their journey.

“Recognising the vital role of border personnel in shaping first impressions for visitors, the Train the Trainer Tourism Customer Service Workshop was the first step in creating coursework and training senior border management officials to improve interactions with tourists and facilitate better communication,” says SADC Secretariat Senior Programme Officer – Tourism, Moreri Mabote.

Participating countries were Botswana, Eswatini, Lesotho, Madagascar, Malawi, Mauritius, Namibia, Seychelles, South Africa, Tanzania, Zambia and Zimbabwe, with attendees convening at the Mangwa Valley Game Lodge in the Dinokeng Game Reserve, Gauteng, to gain first-hand knowledge of how tourism has transformed the previously agricultural area. 

The coursework covered critical topics such as the economic importance of tourism, principles of customer service, effective communication techniques, cultural sensitivity, problem-solving, and creating customer service action plans. The interactive programme also offered a game reserve immersion and incorporated experiential activities such as game drives to provide a holistic context of the tourism industry and build camaraderie among participants. 

The SADC Business Council Tourism Alliance is a public-private partnership dedicated to boosting the region’s competitiveness and contribution to social and economic development by building skills, improving accessibility, raising destination visibility, sharing best practices and promoting policy reforms that expand regional tourism.   

Says SADC Business Council Tourism Alliance Project Lead, Natalia Rosa: "This training directly supports the SADC Tourism Programme's goal of improving immigration facilitation to boost regional tourism growth and economic development. Border officials are the first and last point of contact for visitors. Empowering them with customer service skills will significantly elevate tourists' perceptions of our destinations and encourage increased visits." 

Rosa continues: "Streamlined, welcoming border procedures are essential for realising the immense potential of tourism to drive job creation and prosperity across the SADC region. We're proud to see officials collaborating to implement international best practices in efficiently and courteously welcoming tourists." 

In feedback received after the workshop, participants agreed on the value and knowledge gained from the workshop, saying it helped them reflect on their significant role as immigration officers in shaping the tourism industry.
 
The Train the Trainer model creates further impact by enabling these participants to cascade the training to their colleagues at border posts throughout the 11 participating countries. They will also remain engaged through feedback surveys and an online discussion portal to share successes, challenges and suggestions. Ongoing monitoring will track improvements in tourist satisfaction and border efficiency. 
 
Ends

For more information, please contact: SADC Business Council Tourism Alliance
Email: info@sadctourismalliance.org

About SADC Business Council Tourism Alliance: 
The SADC Business Council Tourism Alliance is a non-profit, membership-based association dedicated to the responsible development of travel and tourism within the Southern African Development Community (SADC) region. We unite private and public sector tourism stakeholders to drive sustainable economic growth, responsible tourism practices, and regional collaboration. Through advocacy, capacity building, investment promotion, and collaborative marketing initiatives, we work to solidify the SADC region's position as a world-class tourism destination, fostering benefits for all member states. For more information, visit www.sadctourismalliance.org.  
About SADC Secretariat: 
The Southern African Development Community (SADC) Secretariat serves as the coordinating and implementing agency for the SADC, a regional organization comprising 16 Member States. Its primary mandate is to promote sustainable and equitable economic growth and socio-economic development by fostering regional integration, cooperation, and coordination among Member States. The SADC Secretariat is committed to enhancing the well-being, improving the standard of living, and ensuring the long-term prosperity of the people of Southern Africa through the implementation of various development programs, including the SADC Tourism Programme, in alignment with the organization's strategic goals and principles.
About GOPA AFC GmbH:
GOPA AFC GmbH is a private German consulting firm focusing on agricultural, agribusiness and financial development projects in developing and transition countries. GOPA AFC was established in 1973. In 2007, they became a member of GOPA Consulting Group, Germany's largest group of consulting firms in development cooperation. Their services for public organisations and private companies cover in Agriculture & Agribusiness the whole range from primary production to processing and marketing. Financial Sector Development focuses on developing tailor-made credit and saving products and establishing an appropriate regulation and supervision system.
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