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2. SUMMARY

1.1 T-STAR in 2011

The reporting period was marked with number of
activities and achievements of the partners in ac-
complishing the project goals. With expanding
training portfolios the training centers could gain
better experience in delivering mobile courses and
respond flexibly to market demand. Another chal-
lenge for the project as well for the partner was to
facilitate the industry and employers in training
governance and increasing their participation in
training management. Thus first meetings of Hos-
pitality Advisory Boards and involvement of the
hospitality industry in training development con-
tribute to further strengthening of the training cen-
ters.

But still the training centres despite of their first
successful steps in the project implementation
require still coaching and backstopping on organ-
izational development so they are able to become
reliable partners of the industry regarding HR de-
velopment. As a first initiative the international
expert of the project had conducted inception
training on HRM for HR managers of the partner
hotels so to create the agenda and mainstream
the idea of investing to their staff. Furthermore the
project will continue promoting the issue in its im-
plementation.

The team consisting of two local trainers and train-
ing centre directors have developed new course
on guest-relations course with the support of the
project. Introduction of the guest-relations course
seem to be useful and appreciated by the stake-
holders as the topic is relevant for wide range of
employees and not only for service and house-
keeping.

After full adaptation of the service course to ILO
approach the team of local trainers have gone
through same process for housekeeping course
and the module packages were provided to the
training centres. The team has worked later on
guest-relations course and adapted the training
modules according to the ILO methodology. The
ILO methodology enables training on a more prac-
tical level and utilizes a learner-centred approach.
According to developed training modules on guest
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-relations two pilot courses were provided for nine
employed and 13 unemployed people.

The project has provided additional funds to train-
ing centres to procure lacking set of materials for
their courses as most of training materials had
been provided before. The training centres were
empowered with office equipment like notebooks,
overhead projectors and copy machines, which is
used by trainers in fact during their mobile train-
ings.

Total 198 trainees (125 of which are unemployed
and 129 are women) were enrolled in service,
housekeeping and guest-relations courses. 73 of
the trainees were employed and joined the
courses to upgrade their skills (out of them 52 at-
tended the service course, 12 attended house-
keeping course and 9 attended the guest-relations
course) and 125 of the trainees had received job
offer after the courses. The courses delivery have
been managed by the centres and conducted by
the pool of trainers, so far the set-up of the system
is working and trainers were intensively coached
by the project through inviting experts and master
trainers from top hotels like Hyatt.

As before the project supports the training centres
in conducting information campaigns and their PR
activities as it is required still provide information
to the industry and keep communication. Local
village governments and communities have be-
come new target groups for the centres as it in-
creases chances for the centres in channelling the
message of re-training or joining courses. In total
20 village governments and 90% of working hotels
and restaurants have been approached during the
reporting period.
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1.2 Overview of achievements in 2011

The most important achievements in the reporting
period were:

1 Two training centers are successfully operating
and continuing their collaboration with the Pro-
ject;

1 Four HAB meetings were planned to be con-
ducted in 2011 and two training centers have
conducted their own two HAB meetings;

1 Training on Hotel Management was conducted
for 17 managers of partner hotels and HAB
members on demand-basis;

9 Additional one hotel in the North of Yssykkol
lake have joined the project and total seven
hotels and restaurants provided their facilities
for the courses on service, housekeeping and
guest-relations;

1 90% of hotels and restaurants out of the 160
hotels and restaurants and 20 village govern-
ments (2-3 villages in each village government)
in Yssykkol were visited during information
campaigns and informed about training offers;

1 The working group revised and adapted training
modules of the housekeeping course to local
conditions;

9 Three new trainers (total 10 trainers) have
joined to two training centers and have suc-
cessfully conducted initial trainings according to
the ILO methodology;

1 ToT was conducted for ten trainers on interac-
tive methods of teaching, realization of modular
technology according to ILO approach and in
hospitality within 7 training days;

9 Three days study visit to upscale hotels in Bish-
kek was organized for training centers and
trainers;

1 Trainers of service and housekeeping courses
showed master-classes for waiters and house-
keepers during the Job Fair organized by
USAID;

1
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ToT on general hospitality and ILO approach
was conducted for four days with the support of
the Peace Corp volunteer;

The structure, training program and training
materials for new guest-relations course were
developed in close collaboration with hotels and
training centers and the first course on guest-
relations were offered,;

190 participants were planned to be trained in
2011 and total 198 participants (out of them 125
unemployed and 129 women) have enrolled in
the service, housekeeping and guest-relations
courses by 31.12.11;

73 of the trainees were already employed when
they started the training; 125 were offered to
make their traineeship in hotels and restaurants
with further employment after their traineeship;

Yssykkol Regional Unemployment Centre has
financed course fees of 50 unemployed in
amount of 816252 som;

I'n tot al 18606000 som
vested into two training centers: equipment for
service and housekeeping courses, office
equipments (copy machine, printer, scanner,
notebook, projectors, photo cameras etc.);

(USS$

Operational training costs were co-financed by
employers at the amount of 2,800 som (US$
55) for the service course and 1500 som
(US$28) for the housekeeping course per each
employee sent to the training and total contribu-
tion of employers was 186602 som (US$ 4000);

First two courses on guest-relations were con-
ducted for nine employed and 13 unemployed
people.

é
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OUR PARTNERS Implementing

LED LIECHTENSTEIN
DEVELOPMENT =
SERVICE

www.training.kg
. Training providers:
celEieEing T Training Center AUTANO, Ka
Members of Memorandum of Understanding: T Yssykkol Regional Center for development
Health resorts and recreational complexes: and training;

Akun Yssykkol joint corporation;
Altyn Kol boarding house;

Altyn Ordo restaurant;

Aurora sanatorium;

Goluboi Yssykkol sanatorium;
Government Residence sanatorium;
Kapriz recreational centre;
Keisar hotel;

Khan-Toru restaurant;
Kyrgyzskoe Vzmorie sanatorium;
Legenda sanatorium;

Madanur hotel;

Maiak joint corporation;

Manjyly jurta camp;

Meridian Ltd.;

Neptun boarding house;

Raduga recreational centre;
Royal Beach Ltd.;

Ulan health resort;

U Rybaka restaurant;
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Other organizations:

1 Chamber of Commerce and Industry of the
Kyrgyz Republic;

Manas Kyrgyz Turkish University;

Ministry of Labour and Employment of the Kyr-
gyz Republic;

hotelleriesuisse i Swiss Hotel Association;
Hotel & Gastro formation;

Hyatt Regency Bishkek;

USAID Local Development Program;

=a =4

=A =4 -4 -4
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2. BACKGROUND AND HISTORY

Tourism, specifically the development of the hos-
pitality sector is one of the main priorities of the
Kyrgyz Government within the Country Develop-
ment Framework. Recreational and business tour-
ism contribute increasingly to rural and urban de-
velopment, especially in the Yssykkol region.
However, one of the few main challenges for fur-
ther tourism development is the low level of the
hot el and restaurant
makes it increasingly difficult for Kyrgyzstan to
compete on the international and regional tourism
markets. This also limits the employment opportu-
nities for the rural population in the main tourism
regions. Although the universities in Kyrgyzstan
offer ample education and training opportunities
for the management level, there are limited (or not
labour market-relevant) training opportunities of-
fered for technical employees (service, kitchen,
housekeeping, etc.)

Helvetas (Swiss Association for International Co-
operation) in Central Asia, which has been in-
volved in the Vocational Education and Skills De-
velopment sector in Kyrgyzstan since 2000/01,
launched a new project in 2008 called Tourism
Skills Training in rural AReas (T-STAR) within its
overall Skills Training in rural AReas (STAR) pro-
gram. The inception phase of the project was
funded by the Liechtenstein Development Service
(LED). The overall objective of the T-STAR project
is to improve income opportunities for the em-
ployed and increase job opportunities for unem-
ployed rural and semi-urban adults. This is ac-
complished through the development of sustain-
able training delivery mechanisms for labour mar-
ket oriented skills development in the hotel and
restaurant sector of the Kyrgyz Republic. To this
end, during 2009, T-STAR mobilized hotels and
restaurants on lake Yssykkol, training service pro-
viders and the Chamber of Commerce and Indus-
try of the Kyrgyz Republic (CCI) to launch a joint
pilot training course for training waiters/ wait-
resses. In the inception phase the project strived
to accumulate sufficient experience, in order to
reach consensus with key stakeholders in the hos-
pitality sector. The project included sustainable
training delivery mechanisms in preparation for
the project phase 2010-2011.

eeeeeeeeeeceeeeee.
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After approval of the project proposal by the
Liechtenstein Development Service (LED), nego-
tiations were carried out with the Swiss Hotel As-
sociation in the summer of 2008 which resulted in
a partnership between hotelleriesuisse and Hotel
& Gastro formation (the leading provider of adult
(re-)training in the Swiss hotel and restaurant sec-
tor). Furthermore, prior to the start of the tourism
season at Lake Yssykkol, approximately 30 visits

e m @Nd oinfesvigws pwith sinterested gspartiesyfiipm &hg

private sector, para-state and state hotels, and
health resorts were conducted in order to identify
the needs in vocational skills training in rural ar-
eas.

After the planning mission and approval of the
project concept, two qualified local employees
were selected in autumn and immediately initiated
the project, beginning with the mobilisation of all
interested key stakeholders. The Chamber of
Commerce and Kyrgyz-Turkish Manas University
have signed a Memorandum of Understanding
(MoU) as a result of the first set of project activi-
ties.

In an effort to maintain project momentum, the
project has organized a study tour to Switzerland
for the two master trainers from Manas KTU and
three selected trainers from the Training Hotels in
order to learn more about the Swiss training sys-
tem and the modules of Hotel & Gastro formation.
Following the study tour, Helvetas acquired the
official license from Hotel & Gastro formation for
using the course structure and modules.

After the study tour, intensive work was done to
customize the Swiss modules to the Kyrgyz situa-
tion through a working group under the leadership
of Manas KTU. Another working group under the
leadership of the CCI also developed a draft sys-
tem of certification and assessment. The overall
system includes three assessment parts: a theo-
retical and practical test immediately at the end of
the training course, assessment of the practical
work during the traineeship and a final practical
exam, which leads to the certificate.

Several press conferences aired on national and
regional TV and radio stations, newspaper arti-
cles. Participation in the regional job fair and regu-
lar meetings with hotel representatives and high
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ranking officials of the State Agency for Tourism
as well as the State Committee for Employment
and Migration contributed to a sufficiently high
profile of the project within the hotel and restau-
rant business community and created a raising
interest from the State to become a partner of the
project.

In autumn 2009, the project conducted a self-
evaluation among all stakeholders, which high-
lighted both strengths and potential weaknesses
of the project. The inception phase produced en-
couraging outputs and demonstrated that there is
a clear demand for rural training offers by the em-
ployers and employees working in the hotel sector
around lake Yssykkol. Thus, the project has sev-
eral opportunities to further utilize the initial invest-
ments (training course and material development,

eeeeeeeceeeceeeeece. . eeeeeecee. . .

training of trainers, hotel mobilisation) for poverty
reduction and income diversification of rural
households. The self-evaluation also revealed
criticism about the future potential for institutional-
ising the training offer.

The year 2010 was marked with launching new
courses in frame of the institutionalization concept
and wide support to local training centers. Com-
pared to previous phase the project in the phase |
tried to limit its participation with more facilitation
and backstopping role while local partners would
take more responsibilities and ownership to the
process through empowering hospitality advisory
boards represented by the tourism industry in the
region.

eeeeeeee. .
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3. EXECUTIVE SUMMARY

The overall goal of the T-STAR project is to:

Contribute to the development and institution-
alization of training offers in the hospitality
sector which lead to improved income oppor-
tunities for employed and increased chances
on the labour market for unemployed rural and
semi-urban adults.

The projectos overall
through the achievement of the following objec-
tives:

Obijective 1: Training Offer

Training providers are able to develop and deliver
market-oriented and certified training offers
through the training hotel approach that will result
in trainees who acquire practical skills.

This objective refers to organizational develop-
ment of training providers in delivering training
courses in hospitality and capacity to maintain
high quality of courses. The project will backstop
and support training centres in their activities.

Obijective 2: Institutionalization

Stakeholders with common interests in hospitality
skills development are empowered to continue
delivering the training offers in a sustainable man-
ner under private-public co-financing arrange-
ments.

This objective refers to the further development of
initiatives of the industry in supporting and contrib-
uting to the institutionalization of training offer
mechanism through creating and managing local
councils on tourism.

goal

eeeeeeeeeeceeeeee.
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4. REPORTING ON RESULTS

At the labour market level the impact of the pro-
ject will be that training courses offered by training
providers are high quality and addressing the
needs of the market will lead to better service
quality in the sector. On the basis of the mobile
training approach, training providers supported by
the project will have stable and reliable networks
with the industry, which directly contributes to la-
bour-market relevant training offers. Employers
will benefit from high quality training for their em-
ployees and available skilled labour from their re-
gion as it leads to better service and satisfaction
of clients and increased income.

eeeeeeeeeeceeeeee.
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At the employee level the project will support
training providers as well as the industry through
conducting and maintaining networks and promot-
ing the training offers in the community. This will
allow more local people to participate in the train-
ing and find employment as a result of better qual-
ity training available in their region. As graduates
of the trainings are predominantly from rural ar-
eas, it is predicted that there will be a highly ag-
gregated impact on the strengthening and diversi-
fication of rural income opportunities and a signifi-
cant improvement of the rural livelihoods in the
Yssykkol region.

eeeeeeee. .

200
150 +—
100 + ]
50 +—
0 | 1 | | -
Number of Out of them Out of them Out of them from Out of them
trainees unemployed women rural employed after
O Senice 164 112 96 128 125
B Housekeeping 12 0 12 12 12
O Guest relation 22 13 21 22 13
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Diagram 1: Number of trainees as per 31.12.11.
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4.2. Results at objective level

Overall goal:

The project contributes to the development and
institutionalization of training offers in the hospital-
ity sector which lead to improved income opportu-
nities for employed and increased chances on the
labour market for unemployed rural and semi-
urban adults.

The project will have a direct impact on an in-
creasing number of primary stakeholders who at-
tend the newly developed training offers. As the
results of the inception phase indicate, in the ma-

jority of cases, better skills lead to higher salaries
and subsequently better chances on the labour
market in the Yssykkol region. Furthermore, im-
proved qualifications of the staff have an indirect
impact on improving the quality of the hospitality
services which in turn contributes to client attrac-
tion and thus potentially to an increasing demand
for more qualified labour. As the primary stake-
holders are attracted from the villages and small
towns around Lake Yssykkol, all of these factors
will contribute to the improvement of rural liveli-
hoods.
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The overall goal will be achieved through the fol-
lowing two objectives:

1 Develop training offers through capacity build-
ing and organizational development of training
providers and facilitating participatory proc-
esses of training program development in order
to be client i oriented and respond to the needs
of the labour market.

1 Facilitate the hospitality sector and promote
establishment of networking between training
providers and stakeholders for achieving sus-
tainable training offer delivery and quality assur-
ance, and further institutionalization of the sys-
tem.

The following outcome indicators will be used to
assess the effectiveness of the project implemen-
tation:

Objective 1: Training Offer

Training providers are able to develop and deliver
market-oriented and certified training offers
through the training hotel approach that will result
in trainees who acquire practical skills.

A range of mobile traini The training offers are avail-
offers for technical pers aple every year in the early

nel leading to a certifice

spring.
recognized on the labot —
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autumn 2010, were taken into consideration.
Some training elements were added with photos.

After the market analyze by two training centers
and the project a need for guest-relations course
were arisen. Two days kick-off workshop was or-
ganized by the Project to develop new short-term
course on guest-relations, where a structure and
draft program of the course were designed. The
duration of the course was defined for two days
and one-month practical traineeship. Later on a
working group had worked intensively to adapt the
course according to ILO approach. The working
group, which consisted from two experienced
trainers of service and housekeeping course and
two administrators from training hotels, has devel-
oped the module with three training elements. As
a basis of the course some training elements were
taken from the modules of service and house-
keeping courses and some developed newly.

The pilot course on guest-relations was planned to
conduct in spring but the course took place in au-
tumn. One of the reasons is that a ToT for trainers
on guest-relations was organized at the beginning
of July. Another reason is the start of tourist sea-
son and hotels could not send their employers
during tourist season period. So the first two
courses on guest-relations were conducted in au-
tumn with participation of 22 people.

market is developed an The training offers respond to During the HAB meetings representatives of ho-

continuously updated.
employers and the certifi-

cates are recognized on t1e

labour market.

The training offers are
delivered in a professio ated successfully (out of
way with appropriate
equipment and facilities 75% rural / searban in-
and at a quality level sa habitants)

fying the employers anc

trainees.

Two training centres in Yssykkol continued to pro-
vide service and housekeeping training offers for
employees and unemployed. The working group
consisting of four housekeeping course trainers
revised 22 training elements of the housekeeping
course according to ILO methodology. During the
revision and adaptation process all challenges,
which rose during the revision workshop in late

At least 320 trainees gradu-

which min. 60% women and

the needs of the trainees and tels and restaurants stressed that the mobile ap-

proach (training hotel) of training offer was effi-
cient and flexible for hotels. But sometimes it is
difficult for training centers all the time to transport
the equipments from one place to another. An-
other issue is the availability of training spaces in
hotels or restaurants in remote areas or villages. If
there are people who want to attend the courses
from remote areas and there is no any hotel or
restaurant in that village, they had to travel every
day to the place where training course is organ-
ized. But in most cases participants and employ-
ers appreciate the mobile approach. In addition to
capacity building, the project handed over addi-
tional materials for service and housekeeping
courses and office equipments like notebooks,
projectors, photo cameras, copy machine, printer,

eeeeeeee. .
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scanner, fax machine and etc. which contributed a
lot for the courses delivery.

By the request of the trainers and training centers
a study visit to upscale hotels in Bishkek was or-
ganized. In three days ten trainers and two train-
ing centre managers have visited six hotels in
Bishkek: Akkeme Hotel (4 stars), Hotel and Train-
ing Centre of Kyrgyz-Turkish Manas University,
Jannat Hotel (5 stars), Hyatt Hotel (5 stars), Silk
Road Hotel (3 stars) and Park Hotel (3 stars). Par-
ticipants of the visit could get acquainted with the
service of different hotels: restaurants, rooms,
bars, kitchens and in-house training of the hotels.
It was important for the trainers to see how up-
scale hotels look like and functioning in order to
widening their scope of views, which definitely
helped a lot for the training quality.

Two training centers have organized 15 courses
on service, one on housekeeping and two on
guest-relations. Total 198 people have attended
the courses (out of them, 129 are women, 162 are
from rural areas, and 125 are unemployed). At the
beginning of the courses the initial level of train-
ees were assessed and analyzed by trainers with
the support of the project and the results were
compared with the final knowledge level of train-
ees after the practical traineeship. Comparing to
last year the training centers and trainers took
more responsibility in conducting the base line

assessment and analyzing it results. Question-
naire consisting of 20 questions for service and 15
questions for housekeeping course were used to
evaluate the initial and final level of students. An-
other questionnaire consisting of 15 questions
were developed by trainers and were used for
guest-relations course.

During the reporting period totally 73 employees
were trained in hospitality courses. Out of them 52
employees from different hotels and restaurants
attended the service course, another 12 employ-
ees in housekeeping course and nine employees
in guest-relations course. Comparing to the last
year number of staff being sent to trainings is in-
creased twice. But in some cases employees
were ready to pay for the courses themselves.
Most of hotels and restaurants are not ready to
invest into their staff due to seasonality of posi-
tions and fluctuations.

As we see in diagram below (Diagram 2) the rela-
tion of correct answers before and after the course
is much more different that says the courses were
scientifically useful for the trainees. The difference
of correct answers showed about more than 20%.
On the contrary if we look to the relation of wrong
answers before and after the course, number of
wrong answers after the course went down about
15%.

O Before Training @ After training

80%
70%

60%
50%

40%
30%

20%

10%
0% .

dorrect

ans wer blot complete answers

Wrong answers
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Diagram 2: Result of Haseassessment 2011.
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According to the coaching concept which was de-
veloped last year, trainers of the service and
housekeeping courses provided need based
coaching to 101 service course, 12 housekeeping
course and ten guest-relations course trainees
who were doing their practical traineeship in ho-
tels and restaurants. The coaching showed its
good effect for the trainees who were working first
time as a waiters or housekeepers. All ten trainers
of the service, housekeeping and guest-relations
courses were attracted to coaching. The trainers
have visited trainees at their work place and sup-
ported them with their consultancy according to
their needs.

The budget of the service and housekeeping
courses were revised at the beginning of the year
during the meeting with two training centres, train-
ers and the project. Each training centre had cal-
culated own budget for each course. In compari-
son of course price of Cholponata training centre
the course prices of Karakol training centre were
cheaper for 300-500 soms as the solvency
(paying ability) around Cholponata is much higher
due to being tourist zone while around Karakol
people attending the courses are mainly from re-
mote villages. Almost all trainees preferred to at-
tend the courses without food and lodging since it
influences to the course prices. The price of one-
week service course was between 1500 i 2000
(35-45 USD) som without food and lodging, 2000-
3000 (45-65 USD) som with food and lodging de-
pending from the quantity of participants in the
course. The price of the three-days housekeeping
course was between 600 1 1000 (13-23 USD)
som without food and lodging, 1000 i 1600 (23-35
USD) som with food and lodging depending from
the quantity of participants in the course. The
budget of the guest-relations course was 500 som
(11 USD).

eeeeeeeeeeceeeeece. .
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Training centres together with the trainers started
to develop tailor-made courses for clients. A few
hotels wanted the service course for their employ-
ers only for three days and on selected topics and
training modules. Trainers have developed a train-
ing program according to clients needs and pro-
vided a course for three days. The experience
showed that the training centres as well as train-
ers are very flexible to provide such short-term
courses and react quickly to such demands.

In order to build a capacity of training centres ad-
ditional training materials were purchased for two
training centres with
(4000 USD) for the service and housekeeping
courses. One laptop computer was purchased to
Cholponata training centre. Additional to this two
photo cameras and two projectors were pur-
chased to two training centres in order to provide
training offers in good quality. In autumn training
centres received additional copy machine, printer,
scanner and fax machine. At the moment two
training centres have enough materials for their
mobile training offers. But continually training cen-
tres need additional support from project if they
will start to offer new courses.

The training elements of service and housekeep-
ing course were revised finally. Two sets of train-
ing modules for service and housekeeping course
were published from printing house in colour and
were delivered to training centres. As most of the
trainees are coming from rural areas and it is diffi-
cult sometimes for trainees to use the training ma-
terials in Russian. So there is a need for training
elements in Kyrgyz language. The translation of
the training elements of service, housekeeping
and guest-relations courses from Russian into
Kyrgyz language will be in 2012 and published
and delivered to training centres.

eeeeeeee. .
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Objective 2: Institutionalisation

The stakeholders with common interests in hospi-
tality skills development are empowered to con-
tinue delivering the training offers in a sustainable
manner under private-public co-financing arrange-
ments.

Two training centres in Karakol and Cholponata
are successfully collaborating with the project.
They have enough experience offering trainings
and in contracting trainers for hospitality courses.

eeeeeeeeeeceeeeee.

.eeeeeceee. . .

due to personal reasons - left abroad, family rea-
sons, moving to Bishkek. In order to have full pool
of trainers two training centres have selected addi-
tional three trainers among graduates of service
courses and they were introduced to the job
through ToT and backstopping. With the support
of the experienced trainers they had possibility to
conduct their first trainings.

Capacity building of trainers was key issue in the
reporting year as some of trained and experienced

eeeeeeee. .
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Two training centres have signed contracts for trainers have left the region and could not collabo-

twelve months with thirteen trainers: nine on ser- rate anymore with the training centers. The project
vice course and four on housekeeping course. out Wi Il keep al ways as high
of them three trainers of the service course building and empowerment.

stopped their collaboration with training centres

pri

The stakeholders are able to apply leeenéred methoc The TDCs function as professional training providers and are
ologies, stateftheart techniques and relevant manag able to recruit at least 320 trainees (out of which min. 60%
ment tools which support them in successful traininc women and 75 % rural/ seb@n inhabitants) to their training
offers.
In each occupational field, at least four competent local train-
ers are available to be contracted by TDCs.
The salaries of the majority of the graduates are highzr than
prior to training.

The establishment of a network among stakeholders TDC receives annual feedback about its training offers from
their efficient collaboration contributes to the sustain the hotels/ restaurants and the sector associations.
the training offer The trainersd network consi st
trainers in each occupational field.
The TDCs win at least three MLEM tenders per year.
Key stakeholders meet at least annually for discussing project
progress
The stakeholders actively promote the training offer: At least 320 employed and unemployed are trained and out of
their recognition by employers and the State what c« them more than 60% are women.
to high trainee numbers. The training offers are well known among the stakeholders in
the hospitality sector.
At least 45 hotels have sent existing or new staff to the train-
ings.
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Diagram 3: Number of ToT: days and participants

An ILO certified expert trainer conducted training partner hotels. The trainer shared his experience
on development and implementation of modules on management issues in hospitality sphere as he
according to ILO methodology. During the training used to manage well-known hotel in CH.

trainers could develop their own modules, tests
and define what materials are needed for their
modules. A training manager of Hyatt Regency
provided another two-days training on general
Hospitality and Guest-relations. Mainly the training
was practical where trainers could experience
their skills. The pool of ten trainers has fully par-
ticipated in a three day
met hods of teachingdo and
ing the training trainers could design mini lessons
on their own topics.

In order to know employment situation of gradu-
ates and impact from the training, the project to-
gether with the training centers had conducted a
Tracer Study of first graduates of 2009. In 2009
total 46 trainees have attended the service
course. Although it was difficult to meet with each
of the graduates due to unavallablllty of some in
tﬁe country, the |nrte%/|ew team rtrleo[1 to galn i
possmﬁe mformatlo% and ‘make |n|t(erV||ews Seither
meeting personally or contacting by phone or their
relatives. The diagram below shows the employ-
One-day training on fiHuman meRtsitaionrofggadudies at the tene of interview
ment o was c 0 n-8TAR tintermhatiobal/ TMarch 2011).

consultant for members of HAB and managers of

tive
Dur -
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Diagram 4: Employment situation of graduates during the interview (total 46 graduates), 03.11.

As it shown 11% out of 46 graduates were unemployed and compared to the employment situation before attending co
difference is very big. The diagram below shows employment situation of graduates before attending the courses (200¢

Permanently ® Self-employed
Self-employed employed
4% 7% O Permanently employed
\ Seasonaly employed
Unemployed in one Hotel @ Seasonaly employed in one Hotel
35% 11%
B Seasonaly employed in various
Hotels
B In
Seasonaly employed abroad
In training : in various Hotels o
15% In abroad 28% In training
0%
A Unemployed
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Diagram 5: Employment situation of graduates before the training (total 46 graduates), 2009

Another information which tracer study wanted tno gath
in the diagram out of 37 employed stated that their salary had increased and four of them declared no amy salary incree
diagram below shows the salary increase in percentages and number of graduates (total 37 answers).
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Diagram 6: Rate of salary increase in % during 1 year period after graduation (total 46 graduates)

Two training centres have a good collaboration
with the Regional Employment and Migration
Committees. Regular meetings with the Commit-
tee are taking place and representatives of the
Committee are also sitting in two HABs. Thanks to
the relations five contracts to train 80 unemployed
in service and housekeeping courses were
signed. Unfortunately the training centers could
train only 50 unemployed as the unemployment
centers could not accomplish the contracts due to
re-allocation of their funds to the south of the
country because of the political events in 2010.
Despite of this case the unemployment centers
remain strategic partners for the training centers
and the project will further facilitate the process of
networking and lobbying on national level too.

During the reporting period four meetings of HABs
took place, two in each training centers. The Chol-
ponata HAB has 22 members represented by lo-
cal hotel industry, authorities and unemployment
centers and in Karakol the number of members is
19. While the first meetings of the HABs were sup-
ported by the project supported in terms of mobi-
lizing members and conducting, the second meet-
ings were fully organized and conducted by the
centers themselves. The agenda of the meetings
is operational reports, planning, steering and rec-
ommendations for the management and training
quality. An institutionalization of the HABs remain
as a discussion topic among the members and the

project will continue to stimulate the discussion
but make sure that a leadership will be with the
industry. Working with the HABs stimulates the
training centers to be more pro-active and further
strengthen their networking policies. From another
side the HABs should be considered as additional
tool for the training centers in course promotions
and recognition by the industry. In the next phase
the project will reflect together with the training
centers on involving more the members of the
HABs to the project activities like monitoring,
coaching and etc.

Set of leaflets on service and housekeeping
courses were printed with 1000 copies and deliv-
ered to training centres to help to their information
campaigns. Another tool to promote the courses
was notepads with the logo of Training Hotel, with
contacts of training centers were published. In
each course trainees are distributed with notepads
with short and main information inside. Calendars
of Training Hotel were printed in amount of 500
copies and training centers used these calendars
during information campaign. Banners for Training
Hotels and Training centers were published as an
advertisement and hanged at entrances of hotels
where courses took place. This arrangement
helped that more people can see information
about training offers. In future it is planned to print
such banners not only for hotels but also for vil-
lage governments. The wordbook for the
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housekeeping course was developed by the T-
STAR international consultant and was pub-
lished in 500 copies. There is a need for English
courses but during one week or three days it is
not possible to teach English for trainees. But
with the wordbook trainees learn daily phrases
when they contact with guests.

With the support of the project, the training cen-
tres conducted a broad information campaign in
the community. Two information campaign
teams visited 90% of hotels, resorts, restaurants
(out of 160 hotels and restaurants), village gov-
ernments and other potential local organizations
in Yssykkol region to promote courses on ser-
vice and housekeeping. The information cam-
paign was conducted starting from January to
May. The heads of two training centres had par-
ticipated in fourteen meetings in oblast and
rayon levels and could provide the information
about the courses in hospitality sphere. Adver-
tisement of the courses on local TVs was given
for 25 days. Four advertisements of the courses
were published in local newspapers.

Table 1: Data about information campaign provision, 2011

Number of visited hotels 144 hotels and restaurants

restaurants

Number of advertisemen 25 days
days on TV

Number of information bc¢ 1000 copies
lets

Number of advertisemen In 4 local newspapers
Newspaper

eeeeeeeeeeceeeeece. .

eeeeeeee. . .

It is not always easy for the training centers all the
time to visit hotels since not all hotels work year
round and they cannot meet with them. Therefore
advertisement through Mass Media gives more
opportunity to attract trainees. Two training cen-
ters and trainer with the support of the project had
participated at the national tourism fair where all
hotels of Yssykkol attended. Additionally, training
centers had participated in job fair in Yssykkol
where they could show master classes for service
and housekeepers in cooperation with Eurasia
Foundation and USAID. The website
www.training.kq is updated regularly and provides
information about courses and news in hospitality
sector. The website has additional pages on
ADonati ono and iSucces
page there was a link to Peace Corp page where
the project proposal of Peace Corp Volunteer was
placed. As a result 1600 USD was collected to
provide four days ToT. The website is managed
by the project staff and will be transitioned to train-
ing centers in the future.
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5. Conclusions and outlook

1 The planned visit of LED mission to the country

éeeéeeée. . e. . ¢

9 Meetings of HABs had shown interest of the in-
dustry in training governance and further promo-

despite of the intensiveness was positive and
critical issues had been discussed, thus a com-
mitment for another phase financing was shown.
This means that project can develop new ideas
and think on further strengthening the existing
training portfolios and training centers. The pro-
ject proposal was submitted in autumn;

1 The reporting period was full of activities like
continuing the training offer and conducting wide
information campaigns, but also developing new
course on guest-relations. The course seems to
be attractive and accepted by the industry since
the topic is relevant for all employees and will
add additional credits to the training centers.
Nevertheless an issue of maintain training qual-
ity and management remain as an important
issue for the project partners if they want to keep
the level of trainees and income;

9 Human resource management is still stays an
issue regarding coaching and backstopping
trained staff on the job. Therefore the project will
continue mainstreaming this idea and encourage
the industry to pay more attention to the training
component of their business. One of the sup-
porters of the idea is members of HABs with
their network and influence in the sector;

1 The project is putting efforts in networking with
other donors and projects in the field of tourism
development so ideas and achievements of the
project are secured and can be extended in
broad sense through different players. First ne-
gotiations with big local development program
by USAID were positive and function of operat-
ing a tourism information office in Balykchy was
outsourced to STAR program. The office is re-
sponsible for information distribution of main
touristic sights of the Yssykkol to outside and
helps visitors to make reservations in hotels and
restaurants. The project will continue to
strengthen the links between the center and two
training providers in order to have added value
in each of their activities;

tion of mobile training approach. But still HABs
as institutions should be facilitated more actively
and input on organizational development need
to be provided further;

9 Compared with the previous years the project

trained more trainees, which mean increase of
the courses acknowledgement, as most of the
trainees were unemployed before the courses
and coming from rural areas the courses keep
contributing to their labour competitiveness.
High rate of job placement after the courses
states that the courses contribute to improve-
ment of rural livelihood especially for women as
most of the trainees are women;

1 The training centres had shown increase in their

performance to act as professional training pro-
viders and in communication with the industry.
But the challenge still stays when it comes to full
cost recovery and having overhead for the cen-
tres as the project is partly finances some items
of training costs and in future will move out. In
order to maintain the quality of training the pro-
ject needs to finance some basic costs (salary of
trainers, information campaign and etc.) until the
market will be ready to pay the requested price;

1 Another strategy for the training centres will be

to have diversified training portfolio in order to
be demanded on the market and have a stake in
the industry development process. Thus the pro-
ject in its new phase will support the training
centres in developing new courses, which are on
demand and coach a delivery process. So far
the industry require courses on kitchen, land-
scape designing and reception;



