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Science of Service for Destinations….Arrival to Departure!

FreemanGroup Philosophy

Tourism is a Service. 

Services are delivered by People.

 FreemanGroup has developed Service Ambassadors since 1985.

Q1 - What is FG DESTINATIONS™ ?

A comprehensive tourism management program personalized to the unique characteristics and needs of destinations. We address the service quality needs of the entire destination. From arrival to departure, FG Destinations™ prepares destinations to give guests a positive service experience.

Q2 – Who Should Participate in FG DESTINATIONSTM?

2.1   All service workers, especially those with direct visitor contact. Hospitality workers, government employees, and public service workers benefit from our personal interaction and customized expertise. 

Q3 - Why Choose FG DESTINATIONSTM ?

3.1 Today’s guest is sophisticated and expects not only value, but also a superior travel experience. To increase tourism and compete, destinations must offer exceptional service. FreemanGroup collaborates with many of the world’s finest hotels helping them achieve gold standard service. It is with this same dedication and commitment to excellence that we offer our expertise to destinations.

Q4 - How does FG DESTINATIONS Work?

FreemanGroup has perfected a scientific approach that quantifies, measures and analyzes service quality within a destination.
1. Establish:  Assess current levels of service through stakeholder input on issues, and conduct anonymous service quality inspections.

2. Verify: A service quality baseline index and a checklist of service standards measurements against future performance are established. 

3. Adapt:  Customized training programs are developed to address the specific needs identified in the stakeholder meetings and quality inspections.

4. Launch: Anonymous Quality Inspections are performed during agreed intervals to monitor service performance and to keep training relevant to issues uncovered in the process.

5. Utility: Quality Inspections results are available via the internet within 48 hours after inspections. Training analysts track trends and advise destination on a comprehensive service development strategy.

6. Apply: Destination chooses Support Services to complement FreemanGroup measurement and training services. 

4.1
FG MEASUREMENTTM:


FreemanGroup MeasurementTM   utilizes the following components to measure 
service goals and standards of performance: 

4.2 FreemanGroup Quality InspectionsTM 

We begin the measurement process by conducting anonymous benchmark 
inspections to determine existing service levels. Based on pre-agreed standards,  
analysts identify issues preventing consistent, high quality service delivery. 

4.3 FreemanGroup Guest CommentTM 


Customized surveys on guest expectations versus guest experiences offer candid, 
real-time data on the quality of service delivered. 

4.4 
FreemanGroup Employee CommentTM –


Customized surveys collect data on employee needs, concerns and working 
conditions. This proactive Human Resource tool lets you address issues before they 
impact 
service.

4.4 FreemanGroup RatingTM  

4.5 FreemanGroup has partnered with Mobil Travel Guide (MTG), the creator of the premier star rating system. Developed in 1958, the star rating system is an internationally recognized respected and trusted rating system for accommodations. 


FreemanGroup RatingTM   system includes:
4.41
Mobil Travel Guide Star Rating – The original industry One to Five Star rating system based on internationally acclaimed facility and service standards.

4.42
FreemanGroup Quality IndexTM – This comprehensive tool rates quality of service by integrating international standards and FreemanGroup quality assurance processes.

4.43
FreemanGroup Experiential Value IndexTM – A quantitative tool which measures guest experience by linking the quality of facilities, service, amenities, environment, activities and guest comments. The index offers a proficient format for viewing how critical areas interrelate. 

5.1
FreemanGroup TRAININGTM

Looking beyond the mint on the pillow is more than our motto it’s our passion. 
FreemanGroup customizes our extensive training programs to specific destination 
needs using the following methodology:          

5.1.2
FG Standards of PerformanceTM - FreemanGroup uses basic Standards of 
Performance (SOP) manuals then fine-tunes international standards for 
accommodations, restaurants and yachting. On request, we also adapt and customize 
SOPs for diverse services and venues such as Immigration, Transportation and 
Customs.

5.1.3
FreemanGroup PromisesTM - This program transforms service workers into 
Service Ambassadors. Attendees learn the critical role they play in fulfilling the 
“promises” made by the destination through its marketing campaigns, visitors’ 
profiles, and standards of performance.  FreemanGroup PromisesTM equips 
attendees  with vital customer service skills to 
exceed 
visitor 
expectations. 
The 
following sectors are recommended for FreemanGroup PromisesTM  :


Immigration


Customs 


Departure Tax Collectors
Taxi Drivers


Ferry Operators

Car Rental Agencies


Retail



Tour Operators


Accommodations

Airport Security


Seaport Security

Restaurant


Tourist Board Employees
Ferry Agents


Baggage Handlers

Airline Employees


Police Officers


Yacht Employees


The Public 

5.1.4
FreemanGroup Leading the PromisesTM  -  Designed for managers and supervisors of employees who participate in FreemanGroup PromisesTM training.  These leaders are given the know how to reinforce, support and coach employees to internalize PromisesTM standards.

5.1.5
FreemanGroup FoundationsTM –All levels of management receive instruction in the process of implementing departmental standards and maintaining service consistency. The seminar addresses how to coach quality commitment, how to monitor the progress of service within a department, and how to correct substandard performance. 

5.1.6
FreemanGroup PracticesTM – To ensure what is learned is practiced, on-site service training is conducted within each operating department. FreemanGroup trainers go on location and model principles taught in FreemanGroup FoundationsTM. . Working side-by-side with managers, we demonstrate best practices,  while helping implement and monitor pre-established standards. 

5.1.7
FreemanGroup Instructor DevelopmentTM- This developmental program enables our clients to become self-sufficient using their in-house resources to develop and train existing and new managers in quality service delivery systems. 

6.1 
FreemanGroup Destination Advisory ProgramTM  (FG DAPTM)

FG DAPTM recognizes tourism as the foundation of many economies and knows destinations require the full participation of all stakeholders for their markets to thrive. By integrating quality service and standards, we motivate management infrastructure and grow enthusiastic stakeholder participation. Components of FG DAPTM include: 
6.1.2
FG DAPTM: Public Relations and Communication – Our specialized messaging tools engage stakeholders in service programs and gain “buy-in” to change processes.

6.1.3
FG DAPTM: Institutional Development – When destinations cultivate a sustainable infrastructure that supports ongoing programs of service training and standards development, they achieve a quality service culture that realizes economic goals,  FG DAPTM: Institutional Development helps destinations reach their full potential  through a supportive infrastructure.                                                                           

7.1
FreemanGroup SUPPORT SERVICESTM 

FreemanGroup offers the following destination support services: 

7.1.2
FG SearchTM – FreemanGroup and Profile, a leading European hospitality- management search company, has formed an exclusive joint venture suitably named FG Profile. With this expansion of talent, destinations now have significant assistance with recruiting hospitality professionals.                                   

7.1.3
FG Human ResourcesTM –Our progressive workshops are tailored solutions based upon your specific needs and designed for any service sector: FreemanGroup adapts each workshops to accommodate all staff levels, you choose from Team Building, Personality Profiling, Leadership Skills, Supervisory Skills, and Change Management.

7.1.4
FG E-LearningTM – Gain entry to a vast library of training modules in electronic format. Accessed via the Internet and completed at the employee’s pace and convenience, this low cost training tool offers self-paced learning for a host of functional and developmental skills.
7.1.5
FG TechnologiesTM –FreemanGroup Science of Service for Destinations uses technology to identify service issues within an organization or destination. We assist with the design and implementation of technical support systems vital to accurate and timely delivery of information.

Q5 – How can I get started with FG DestinationsTM?

To jumpstart your destination into excellence and become a world-class destination, contact a FG DestinationsTM representative today. To learn more about FG DESTINATIONSTM and other FreemanGroup offerings, please visit our website: www.freemangroupsolutions.com .

Corporate Headquarters 
275 W. Campbell Rd. Suite 219 

Richardson, TX 75080 

UNITED STATES 

tel (972) 479-1345 

fax (972) 479-1366 
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Caption: Kedric Malone


Executive Director of International Development FreemanGroup

8.1.2
Mr. Malone’s extensive destination background and experience makes him uniquely qualified to lead FG DESTINATIONS™. As Director of International Development for FreemanGroup, Mr. Malone is responsible for the development of new products. In addition, he works to increase the relevance of existing products for international markets, especially destinations. Prior to his current position, Mr. Malone served as Director of Tourism for the British Virgin Islands. In his role as Director, he promoted and developed the tourism sector. During the past twenty-five years, Mr. Malone has held various positions in the private, public, small business and non-profit sectors including IBM Corporation and Chairman of the BVI Chamber of Commerce and Hotel Association. 
