SPECIAL REPORT

John Magri, Quality Assurance Of“cer at the Malta
Tourism Authority provides details on the Authorityes

recent initiative that seeks to give recognition to
those working in the tourism industry.

What is the aim of the STAR initiative and when products are assessed by an adjudicating panelupaxfepeople from various
was it introduced? governmental entities.
The aim of the Special Thanks And The STAR scheme started as a pilot project in\2@B%he “rst awards

Recognition scheme (STAR) is to give public ceremony taking place a year ago. On March 28soyélar the STAR awards
recognition to all those people who work inthe  ceremony for the best performers of 2006 took place

tourism industry. The scheme is divided into two

parts ... service and product. How many awards were there and what did the awards ~ consist of?

The service awards are entirely consumer- This year we had 13 service awards and “ve presiards. The service
driven ... that is, we ask the tourist to nominate awards consisted of an 18ct gold lapel pin, & catei and Lm500, whilst the
someone who they believe deserves the award. prize for the best products consisted of an engramden plaque, a certi“cate
We then thank all tourists for nominating and Lm500 (Lm1000 for the sMost Attractive Villagewn Squares).

someone through a personalised letter. The
>
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Who were the winners of the 2006 STAR awards?

The different service categories and their xespa@étR performers were:

Boatmen Category - Jimmy Busuttil, Captain Morgan;

Bus Drivers Category - Paul Farrugia;

Coach and Mini Bus Drivers Category - Robin Stev#ark Coaches;

Heritage Sites, Museums & Places and Interestd@ateGarol Galea, Classic Car Museum;
Horse-Drawn Cab Drivers Category - Alfred Chircop;

Hotels Category (Food and Beverage) - Rita Bugtiiavalieri;

Hotels Category (Front Of‘ce and Housekeepingaulide Paris, 115 The Strand;
Restaurants Category - Antonio Pané, Sottovoce;

Shop Assistants/Owners Category - Sylvia Grechy Myaist Services;

Sports Instructors Category - Martin Hall, Paradisg Diving Centre;

Taxis & Chauffeur Driven Vehicles Category - Mitaenilleri, Belmont Garage;
Tourist Guides Category - Maria Pia Cumbo;

Travel Representatives Category - Joseph Ferdliaiband Tourism.

The different product categories and their resf&tAR Performers were:

Best Festa Stall - Beehive;

Best Fixed Kiosk - La Gelateria Tanti, Mdina;

Best Tourist Shop - Roman Villa Centre;

Best Well Kept Public Convenience - Howard Garddds)a;

Most Attractive Village/Town Square - Pjazza SaarBvBattista, Xewkija;

What are the qualities of a STAR performer? Could you mention the criteria used to award

STAR performers?

For the service awards the qualities of a STABrpesf are an exemplary
person who is nominated by tourists for his or éeellent standards in service Well, the STAR performers for service are
and hospitality. When it comes to the best produetdook at the state a judged on courtesy, ef“ciency, friendliness,
product is in and whether it adds value to the istes experience. helpfulness, professionalism and enthusiasm. The
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tourist is also asked to what extent s/he feels tha
the person they are nominating enriched their visit
to Malta. The product awards depend very much
on the type of award.

FROM TOP:
The Gold Star lapel badge
Mr David Mifsud, CEO, Malta Tourism Authority

The STAR award winners 2006 S
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What was the feedback like from tourists? What is the procedure for tourists to
nominate a STAR performer for service
The feedback has been very positive. For the 20861s we awards?
received 3600 nominations from tourists. This yeaexpect
even more. Nominations forms are available at various

points throughout the island including
hotels, restaurants, taxis and other places of

Whates in it for tourists who nominate their STARp  erformer? interest. The forms are sent, postage free, to

the MTA.
Each tourist who nominates a person as a STARpenfavill have a

chance to win two Air Malta tickets from any ondé®festinations, including Do you think the initiative has had an effect on

a weekss bed & breakfast accommodation for twetddaltese Islands. The  the service provided by people working in the

lucky winner for the 2006 STAR lottery has alremjlyyed her complimentary  industry?

stay here. More details may be found on http://mea¥s.info/0705/pr22/
| am sure that this recognition scheme helps

Is this initiative ongoing? to motivate people working in the industry. People
also become more conscious that their hospitality
Yes, de“nitely ... we aim to continue awardingekegdeople and and quality of service are now being assessed
products in the industry. The 2007 STAR schemalhesdy started and any by the all-important tourist and not just by the
nominations received since last January are \alitii yeares scheme. management. The end result should therefore be a

uniformly better servic&~
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