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Project ContextProject Context
STEP started off as an STEP started off as an 
assistance program for small assistance program for small 
hotels in Caribbeanhotels in Caribbean

Sector losing ground as global Sector losing ground as global 
competitiveness increasing, competitiveness increasing, 
occupancy average for sector occupancy average for sector 
below viability levelsbelow viability levels
Properties standards not Properties standards not 
internationally competitiveinternationally competitive
Lacked access to training, Lacked access to training, 
finance, technology programs finance, technology programs 
suited to their needssuited to their needs

Target markets are specialty, Target markets are specialty, 
niche markets wanting to niche markets wanting to 
experience Caribbean, explore experience Caribbean, explore 
destinations, interested in destinations, interested in 
culture, nature, heritage, culture, nature, heritage, 
adventureadventure

Target group tourism Target group tourism SMEsSMEs in in 
14 OAS member countries14 OAS member countries

About 1500+ small hotels About 1500+ small hotels 
with 30,000 small hotel with 30,000 small hotel 
sector roomssector rooms
Over 1000 other small Over 1000 other small 
tourism operatorstourism operators



Project ObjectivesProject Objectives
Guiding PrinciplesGuiding Principles

A regional approachA regional approach
To achieve economies of To achieve economies of 
scale in deliveryscale in delivery

MarketMarket--drivendriven
Must be based on Must be based on 
international standards, international standards, 
market expectationsmarket expectations

Programs tailored to needs of Programs tailored to needs of 
Tourism Tourism SMEsSMEs

Focus on onFocus on on--site deliverysite delivery
Easy access to informationEasy access to information

Project ObjectivesProject Objectives
Assist Assist SMEsSMEs to achieve to achieve 
sustainabilitysustainability

Introduce technology use as a Introduce technology use as a 
competitive toolcompetitive tool
Adoption of  international Adoption of  international 
standardsstandards
Develop human resources Develop human resources 
training programs with training programs with 
international certificationinternational certification
Establish branding & Establish branding & 
marketing mechanisms to marketing mechanisms to 
drive new business to sectordrive new business to sector

Strengthen indigenous Strengthen indigenous 
ownership in tourism ownership in tourism 
enterprisesenterprises
Foster more involvement by Foster more involvement by 
communities in tourismcommunities in tourism



Stakeholders and Implementation Stakeholders and Implementation 
ApproachesApproaches

““Regionally developed & Regionally developed & 
locally deliveredlocally delivered””

STEP managed through STEP managed through 
OAS Tourism UnitOAS Tourism Unit
Regional CoordinatorRegional Coordinator

National participation National participation 
includesincludes

Local STEP walkLocal STEP walk--in in 
resource centreresource centre
National working groupNational working group
STEP Coordinator provided STEP Coordinator provided 
by participating countryby participating country

Partnership modelPartnership model
Participation based on Participation based on 
interest, resourcesinterest, resources

USAID, CIDA CPEC, IFC, USAID, CIDA CPEC, IFC, 
OECS, AHLA, CHA and OECS, AHLA, CHA and 
CTO, CTO, NetcorpsNetcorps America America 
and and NetcorpsNetcorps Canada, Canada, 
CESO, CASTCESO, CAST



Major ChallengesMajor Challenges
Introducing technologyIntroducing technology

Deployed Deployed NetcorpsNetcorps volunteers to over 600 propertiesvolunteers to over 600 properties
Finding marketFinding market--driven training programsdriven training programs

Joint venture with AHLA to create Skills for Success for hotel eJoint venture with AHLA to create Skills for Success for hotel employees mployees 
and an Owner/Manager course and an Owner/Manager course –– both offering AHLA certificationboth offering AHLA certification
Deployed CESO volunteers to provide onDeployed CESO volunteers to provide on--site trainingsite training
Developed environmental Developed environmental ““walkwalk--throughthrough”” program for program for SMEsSMEs

Establishing marketEstablishing market--driven standardsdriven standards
With support of IFC, established standards under With support of IFC, established standards under ““caribbeancaribbean
experiencesexperiences”” brandbrand

Delivering at national levelsDelivering at national levels
Established walkEstablished walk--in resource in resource centrescentres, STEP Coordinator program, , STEP Coordinator program, 
invested in training Coordinatorsinvested in training Coordinators

Securing sufficient financingSecuring sufficient financing
SMEsSMEs are contributing through hosting volunteer specialistsare contributing through hosting volunteer specialists
challenge is marketing program delivery and program developmentchallenge is marketing program delivery and program development



Indicators UsedIndicators Used
Program ParticipationProgram Participation

TechnologyTechnology
Operations and Operations and 
Management onManagement on--site site 
trainingtraining
Training Certification levelsTraining Certification levels
Use of resource centreUse of resource centre

Feedback MechanismsFeedback Mechanisms
Country needs Country needs 
assessments for programs assessments for programs 
to be deliveredto be delivered
STEP Coordinator reportsSTEP Coordinator reports
Assessments by SME Assessments by SME 
operators of programsoperators of programs
National Working group National Working group 
inputinput
Surveys of participantsSurveys of participants



Lessons LearnedLessons Learned
Project AchievementsProject Achievements

High Participation LevelsHigh Participation Levels
Over 700 small hotelsOver 700 small hotels
Over 150 other Over 150 other SMEsSMEs and and 
climbingclimbing

New, MarketNew, Market--Driven Tools for Driven Tools for 
SMEsSMEs

Skills for Success, Skills for Success, 
Owner/Operator Training Owner/Operator Training 
(certifications from AHLA)(certifications from AHLA)
Environmental WalkEnvironmental Walk--throughsthroughs
Attractions Attractions ““walkwalk--throughthrough””
assessment programassessment program
Product standardsProduct standards

Increased awareness for Increased awareness for 
SMEsSMEs sector challengessector challenges
Support from many partnersSupport from many partners

Lessons LearnedLessons Learned
National involvement and National involvement and 
commitment essential to commitment essential to 
successsuccess

STEP CoordinatorsSTEP Coordinators
OnOn--site training preferred site training preferred 
approachapproach
Delivery at costs Delivery at costs SMEsSMEs can can 
affordafford
Marketing mechanisms Marketing mechanisms 
continue to be a challengecontinue to be a challenge
Education on international Education on international 
standards criticalstandards critical


