Canterbury Trails

Date of Evaluation: November 30, 2016

Protecting New Zealand’s key drivers of preference

nique
BxXperiences

Clean &
unpollute

New Zealand is known for these things, we must continue to deliver on our promise in every
we do to sustain our industry, as these attributes drive preference for New Zealand over ot
destinations.

oQualmark will secure a strgriong term sustainable position for the New Zealand tourism
industry by protecting what makes New Zealand unigue and desired, by maintaining Ne
Zealan® support for our industry, and by enabling businesses to be ready to embrace €hal

Qualmarla revised criteria and approach will focus on the Economic, Environmental, People
Health & Safety aspects tfurism businesseS hese aspects will form the framework for the
Sustainable Tourism Business criteria used by the Tourism Business Advisor duringiteeisit
to your business. This report reflects the attributes displayed by your business wiglsia th
parameters.
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Sustainable Tourism Business Scorecard

Qualmark Refresh

When Tourism New Zealand took full ownership of Qualmark last year, it took the opportunity to
review the organization to ensure it remains relevant and is still adding value in the face of growth
and change in the industry.

As a result of that review, new criteria have been developed and a live trial of the new Qualmark
criteria will begin from 25 October.

The Qualmark changes will mean a much more rounded view of what quality means. It will offer a
more tailored experience to members, recognising that not one size fits all. There will be more
advisors, providing more frequent contact with businesses. The Enviro awards programme won’t
stay in its current form but rather than lessening the emphasis on sustainability, all assessments
will include some aspects of environmental performance.

There will be a greater emphasis on customer service and customer satisfaction. What the
customer is actually saying about the experience or product will be included in the assessment.

With new legislation in place, health and safety will also play a more important part in the new
criteria.

Applying the new criteria will also be different. It will move from a tick box structure to more of an
overall evaluation of the criteria ranging from acceptable business attributes, to those that are
demonstrated by a good performing business; to those attributes that represent best practice.

Assessors will be looking for good processes that result in good products that lead to good
visitor experiences.

Dear Irene and Chris

Thanks for your time and preparedness for this evaluation. Great to see the progress that
Canterbury Trails has made since previous visit. Congratulations on attaining a Silver Award in the
Sustainable Tourism Business evaluation.

Your best performing areas are:

T Facilities and equipment; vehicles are immaculately presented

I Customer feedback on Trip Advisor is 100 % excellent on over 70 reviews

Opportunity areas for development are:

I Update of H &S plan
9 Utilise Tourism New Zealand’s key drivers of preference in your staff training and that it is
also reflected in your marketing approach.

All the best for the summer season.

Peter Clinton-Baker
Tourism Business Advisor
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Business Name:
TBA Name:
Date of Evaluation:

Canterbury Trails

Peter ClintorBaker

Wednesday, 30 November 2016

Business Product Visitor
Process Result Experience
Process & Procedure Good Good
Product & Information Very Good Good Good
Facilities and Equipment Good Good
Business Product Visitor
Process Result Experience
Resource Use Acceptable Acceptable | Acceptable
Discharge and Waste Expected Expected Expected
Surrounding Environment Good Good Good
Heritage and Culture Good Good Good
Business Product Visitor Third Party
Process Result Experience Reviews
Customer Service Good Good Very Good
Customer Satisfaction Very Good Very Good | Very Good e :
Practice
Human Resources Good Good
Community Expected Expected Good
Business
Process
Operating Procedures Expected
Recording and investigating Good
Staff Engagement Good
Training Good
Leadership Expected
Continuous Improvement Expected
SILVER
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Tertiary Evaluation Standards Standards Evaluation
y Evaluated Not Met Status
TourOperators
11 0 Pass
Economic
Attributes
Good to hear that you are now using a Business mentor, focusing on your strategic plan and
helping the Company achieve your goals. Taking time away from the operational level is provides
more clarity.
Full time admin manager appointed to office, frees Irene to focus on more business development
Opportunities
9 Create a one page guide register; at a glance you can then see all guide licences,
certifications and relevant qualifications.
9 List Canterbury Trails on www.newzealand.com
I Contact LTNZ and ask for your Operator Rating System (ORS) This should be emailed to
you on a 6 monthly basis.
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http://www.newzealand.com/

Environment

Attributes

New Marine Mammal viewing permit set up. Conversation with DOC ongoing re compliance with
public and other operators who possibly do not have this concession.

Opportunities

9 Develop a page on your website that engages your guests with environmental initiatives
that you have in place. This could include but not limited to; modern well maintained
vehicle fleet, environmental performance will be a factor in the third party operators you
work with and any measures you have in place to reduce resource use.

9 Goal of the above is to make your customers aware of your environmental performance

values.

Social/People

Attributes

You have a diverse and super experienced group of guides that you match with your guests. From
feedback received this is working very well!

Opportunities
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