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WAVES OF EXCELLENCE

WAVES OF EXCELLENCE: DELIVER THE WOW!

As cruise resumes, delivering excellent service to cruise guests is critically important for all cruise destination
communities, and the guest experience lies in the hands of our frontlines. For those who are interacting with
guests, the demands are greater, and the expectations are higher. “Waves of Excellence: Deliver the WOW” is a
half-day workshop designed to respond to this current situation and provides anyone who connects with guests
with the skills and confidence they need to deliver excellent service while following the necessary protocols and
procedures implemented by the cruise lines and destinations.

Whether greeters, taxi drivers, vendors and retail operators, tour guides, bus drivers, restaurant servers,
attraction personnel, or the community at large, this workshop helps community teams understand the
importance of their roles in the success of cruise in their destination. We want to deliver “WOW” moments to
cruise lines and their guests, but what do these moments look like in our current reality? In this workshop, you’ll
learn how to use creativity, teamwork, and commitment to create experiences that guests will remember and
deliver a level of service that will have them saying “WOW”!

Topics Include:
e The critical role of the frontline in the success of cruise,
e Exceeding the expectations of cruise guests,
e Communities working together for the success of cruise,
e Communicating effectively, especially if wearing masks,
e Managing difficult situations and handling complaints,
e How to deliver WOW to your cruise guests

Date: Tuesday, August 9™ OR Wednesday, August 10t (choose ONE)
Time: 1:30pm-4:30pm (Tuesday) or 9:00am-12:00pm (Wednesday)
Place: Quality Inn

RSVP by e-mail including date:
dbruce@cornerbrookport.com

About Aquila

Aquila is the leading destination training provider for the global cruise industry. We offer training strategies and
real-world-tested curriculum for international cruise destinations, tour companies, tour guides and front-line
operators. Based in Saint John, New Brunswick, Aquila has more than 30 years of providing shore excursions to
cruise lines and their guests and is often named as one of the best tour operators in the world by cruise
executives. At the encouragement of several top executives at major cruise lines, in 2007, Aquila began offering
training and coaching programs to cruise destinations and has since touched every continent around the world
with their training. Aquila is the exclusive training partner of the Florida-Caribbean Cruise Association.
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