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UNWTO Task Force Meeting for the Protection of Children in Tourism 
 
Theme : Practical Responses by the Tourism Industry to empower minors by 
providing decent opportunities 
 
Venue - ICC (International Congress Center) Hall, Berlin, March 7, 2008 
 
Meeting start time - 14:30. 
 
Time slot for presentation - 10 minutes plus Q & A.  Estimate half an hour from the start 
at 14:30 to 15:00. 
 
CV of presenter – Dr. Jeffrey Pyne, who has a PHD in agricultural economics, is a Vice 
president of Sandals Resorts International. He has worked for the Sandals Group for the 
past 21 years in the areas of Hotel Acquisition, Government Negotiation and Treasury. 
Outside the group, it is noteworthy that he was recently re-appointed to the Board of the 
Central Bank of Jamaica. 
 
Background - The Importance of Tourism in Jamaica 
 
At Jamaica’s first annual Tourism Outlook, recently elected Prime Minister Bruce 
Golding emphasized the importance of tourism, arguing that “Tourism is the blood that 
runs through our veins” as there was no other industry in Jamaica with the same potential 
economic impact. 
 
New Vision from New Government 
 
At the same first annual Tourism Outlook, Tourism Minister Bartlett emphasized a “new 
tourism vision”, as part of a “coherent partnership between the private and public sectors 
working in unison and harmony” making every Jamaican “a stakeholder in our tourism 
industry”. The expansion of the Sandals Start programme to the majority of hotels in 
Jamaica would be the concrete expression of this vision, and will have the full support of 
the Jamaican Government. 
 
Impact of the Sector 
 
The Hospitality and Tourism sector accounts for approximately 93,000 or 7% of 
participants in the labour force, and in 2006 the sector contributed just under 7% of GDP, 
driven by the just over three million visitors.  These figures likely significantly understate 
to impact tourism has on the economy, as a tourist needs to eat, sleep and be entertained. 
The benefits of tourism need to be much better integrated with the rest of the economy 
however. 
 



Figures from the Jamaica Hotel and Tourist Association (JHTA), and Jamaica Trade & 
Invest (Jamaica’s investment promotion agency) suggest twenty new hotel and villa 
properties are expected to be completed over the next three years (2008–2010), whilst 
four hotels are set to expand their room capacity. These new investments are expected to 
see an increase of room capacity in the hotel industry by approximately 77%, or an 
addition of 21,639 rooms bringing the total room stock to approximately 49,776 by 2010.  
Eighty-nine percent of additional rooms are expected to be developed in the parishes of 
St. James (34%), Trelawny (32%), and St. Ann (23%), located between the tourism 
capitals of Montego Bay and Ocho Rios.  
 
The Opportunity 
 
Given the on-going and projected expansion in room capacity, demand for trained 
hospitality workers is expected to grow significantly at least for the next three years. 
Areas of greatest demand will be in the restaurant and bar services, housekeeping and 
laundry services, kitchen services, and service technicians.  
 
 

Table 1: Distribution of Projected Manpower Needs 2008-2010 
 

Occupational Areas  Total 
Restaurants & Bar 8,443 
Housekeeping & Laundry 6,870 
Kitchen Services 6,509 
Service Technicians 3,458 
Security 1,423 
Receptionists 1,322 
Animation 1,221 
Beauty Care & Spa 1,119 
Administration 762 
Public Relations 508 
Shops  508 
Management 407 
Purchasing & Stores 407 
Sales 357 
Human Resource Development  254 
TOTAL 33,568 

 
 
Jamaica Description  
 
However, Jamaica has severe crime and other social problems associated with poverty, 
and is one of the worlds most indebted countries, with what could be the highest level of 
debt service in the world. As a consequence, there is very little money to fund social 
services generally, and particularly the kind of social intervention programmes required 
to make an immediate difference to the lives of the disadvantaged. This makes the 



pressure for businesses to assist their communities, what is now called corporate social 
responsibility, both severe and immediate. 
 
Sandals Description   
 
Sandals is a locally owned all inclusive resort chain, which was started in 1981 from a 
single hotel. From its very beginning, it has been involved in measures to assist its 
community including the funding of schools etc 
 
Why did Sandals start the Flankers Start programme? 
 
The Sandals Training And Recruitment Tier, START, programme which was 
implemented by Sandals Montego Bay in December 2003 continues to be a source of joy 
and inspiration for both the company and residents of Flanker and other adjoining 
communities in Montego Bay. 
 
The General Manager for Sandals Montego Bay, Horace Peterkin, describes the rationale 
for the Flankers programme as follows : 
 
“Our communities are overwhelmed with school drop outs or school leavers that have no 
skills, no job and little hope. Consequently, many become a menace to themselves, their 
communities and to the country. It we can provide a solid life long skill to as many as 
possible, not only will we be helping the individuals and their communities, but we will 
be helping ourselves. It is easy to see the positive impact that will accrue to the tourism 
industry (with the potential lowering of crime and harassment and the development of a 
larger skilled labour force). “ 
 
Mr. Peterkin notes further  : 
 
“We hope to absorb as many of the youngsters as possible into our own hotels and 
attractions. However, we hope that we will also prepare them for the cruise ship and 
overseas hotel employment programmes, which have a negative impact on our 
operations.” 
 
Give two examples successful trainees, one at Sandals and one elsewhere [Peterkin] 
 

 
SUCCESS START PROGRAMME STORIES 

 
Givaughney Dryden who was among the first batch of START trainees was an instant 
success as he not only learnt several things while working in the Maintenance 
Department, but quickly moved up to become one of the resort’s top Room technician. 
He is currently employed at the Iberostar Resort which opened in Montego Bay a few 
months ago. 
 



According to Dryden “The START programme has turned my life around. Previously I 
was unemployed, unskilled and with very little home. However enrollment in the START 
programme has not only given me a job, it has provided me with a career…I am now 
making a meaningful contribution to the society while making a better life for my family, 
my community members and myself”. 
 
Latisha Frasier who is currently employed as a Bar Tender at Sandals Montego Bay is 
full of favourable remarks about the programme. “I am from Flanker and when the 
opportunity for training at Sandals came up I grabbed it with both hands as I had just left 
school and could not see a way out of my then unemployment situation. Sandals Montego 
Bay has given me a literal start …one which I have been using and will continue to use to 
better my life and the lives of those around me”. 
 
Sharlene Shakes is a star employee in the Pantry at Sandals Montego Bay. She said the 
START programme was heaven sent for her. “At the time of enrollment in the 
programme, I had little or no skill and was at a cross road regarding my future. This 
programme has allowed me to literally put food on my table. It has allowed me to be 
better able to care for my family who now see me as a role model in the Flanker 
Community. I thank God for Sandals and the START programme”. 
 
 
Sandals Start Programme - A Response to the community 
 
In 2003, the citizens of Flankers, a poor volatile community next door to Sandals 
Montego Bay (located in Jamaica’s second resort city), called for the establishment of a 
skills training center. In response, Sandals Montego Bay, under the leadership of its 
General Manager Horace Peterkin, took the initiative to start a comprehensive Skills 
Training Programme.  
 
The aim of the programme is to train, equip and empower unskilled, untrained youngsters 
from several inner city communities in Montego Bay in aspects of the hotel’s operations. 
These areas include Maintenance, Watersports, Food and Beverage, Front Office, 
Housekeeping and Spa. The trainees are paid a stipend each week, provided with working 
uniforms as well as transport to and from the resort. In addition they are given the option 
of attending Math, English and Spanish classes while in training.  
 
 

PROCESS OF RECRUITMENT AND FINAL SELECTION 
 

A. ENGAGE THE COMMUNITY LEADER(S) 
a. It is best to work with the Citizen’s Association or a functioning 

community NGO. They should be asked to do the initial screening of the 
youngsters. The individuals who must be under-privileged (must really 
need the help), but must be literate and serious about making something of 
their lives 

b. The community must properly interview them and give them a written test 



to confirm the basic literacy.  
 
B. SCREEN THE CANDIDATES 

a. The lucky candidates are then to go through your company’s normal 
interview process, including taking the entrance test.   

b. The test should just establish that they can read and write  
c. It might be necessary to establish a remedial English and math programme 

if you find some very eager candidates that might be weak in these areas 
(as we did at Sandals). 

 
C. PLACE THE CANDIDATES 
 

With the assistance of HR the candidates are to be assigned to their respective areas of 
training. The time period of the training varies depending of the skills area. 
Hotels/Companies may choose to train lower level positions such as bellmen, porters, and 
handy men which will take only a few months, but the focus should be on higher level 
carriers that require a year on average to achieve the 1st level certification. 
 
The first stage of qualification is that the youngsters must at least be semi-literate and as a 
result the community centre was converted into an evening class centre.  
 
The programme began on December 01, 2003 with 15 teenage school leavers with just 
Sandals involvement alone. The demand for space quickly became so great that students 
were taught under a tree outside. Sandals Montego Bay donated $1.25 million dollars for 
the expansion of a building in order to comfortably accommodate all the students inside. 
 
Public Private Partnership 
 
The START programme has received accreditation from the national state training 
agency, HEART, which in conjunction with Sandals offers the trainees a certificate of 
completion at the end of each training period. In addition assessors from HEART visit the 
resort at regular intervals to carry out assessments of the trainees. 
 
For the March 31st 2004 financial year, the Kenilworth Academy of HEART/NTA 
partnered with the Sandals Montego START Project, conducting assessments and giving 
technical guidance training support. 
 
The main occupational training areas are : 
 
Housekeeping   
Front Office   
Bar Operations   
Food Preparation   
 
Of the twenty four persons initially enrolled in the programme, all twenty four were 
certified.   



 
To date, 130 people have entered the programme, with Sandals Montego Bay reporting a 
very high success rate, not just in terms of qualifications but more importantly in terms of 
going on to get good jobs. 
 
The Programme– On-the-job Training and Certification 
 
In the words of Mr. Peterkin again. 
 
“The programme (which has gained a lot of media attention) has been very well received 
by the community. In fact the trainees all say that apart from the great opportunity to 
learn a life long skill, the next best thing is the tremendous respect that they have gained 
in their community.” 
 
The programme works as follows: 
 

a)      The community (lead by the president of the Citizen’s Association) is responsible 
for screening the individuals who must be literate and desirous of improving their 
life. 

 
b)      The lucky candidates then have to go through our normal interview process, 

including taking the entrance test. Some excelled, but many were weak in English 
and had to be given special consideration. As these were the strongest candidates 
from the community we decided to hire an English teacher to provide remedial 
English lessons, which must be attended by the candidates. Two of our managers 
also pitch in with math and computer lessons. “ 

 
Candidates are assigned to their respective areas of training with the assistance of 
the hotel’s human resource department. The time period of the training varies 
(from three months to 18 months) depending on the skills area Whilst lower level 
positions such as Bellman, concierge porter, busboy, Steward, Houseman, room 
attendant etc only take a few months, it takes a year on average to achieve level 
one certification. 

 
•        nine to twelve months:  

Maintenance candidates (plumbers, electrician, refrigeration technician), 
Bartender, Waiter, Wine Steward, Front desk/concierge agent, Spa 
technician 
 
•        Eighteen months: Dive Instructor Computer/Information System 

 
 

 
At the end of each month the General Manager personally goes over the department 
evaluation with each candidate to ensure that they are on track and that their training is 
going according to plan.   



 
The HEART assessors come into the property for scheduled assessments as soon as the 
learners have completed a cluster of competencies at intervals throughout the programme 
until the entire qualification is complete.  
 
Pay 
 
The trainees are paid a weekly stipend of $1,500 (a little over $20 U.S. dollars) which we 
are planning to double. Whilst at Sandals they simply walk across the street, for the other 
non – Sandals hotels that we intend will join the programme the $1,500 stipend will not 
be enough as it is unlikely to cover transportation cost of candidates that live far away 
from the host hotel.  
 
THE ROLE OF HEART/NTA  
 
The national training agency HEART/NTA is fully on board and provides two very 
crucial elements in the training programme –  

i. a syllabus for each position 
ii. assessors who come into your organization and properly guide 

both the trainees and the managers/supervisors who are responsible 
for their day to day training. They also assess the competency level 
of the candidates on each component of the position. When the 
candidates achieve the required level of competency in all 
components of the position they are be issued a 1st level certificate 
from HEART/NTA , which is valid both locally and internationally 

 
 
HEART is a full partner in the programme, but Sandals currently covers cost of the 
academic material and the salary of the English teacher. 
 
Massive room for expansion of programme 
 
The Flankers community is the primary focus of this particular hotel. It makes sense to 
assist candidates in communities adjacent to the hotel property where possible. 
 
The umbrella programme is named the JHTA/Skills Training & Recruitment Programme. 
Under this JHTA/STAR programme each hotel property can add to or refine its own 
programme depending on what it can afford. The original intention in 2003 was to 
expand the programme to approximately half a dozen other hotels, but this has not really 
occurred. 
 
 
 
 
 
 



Need for Funding 
 
There is a need to expand the Sandals Start initiative into a wider pilot project. Whilst the 
partner hotel must incur the cost of providing the facilities and on the job training, the 
resources of the typical hotel would be stretched to pay for both the HEART/NTA 
training/remedial education required to bring the candidates up to an acceptable standard, 
and the stipend.  
 
The state training agency HEART/NTA has limited resources, and huge and increasing 
demands are already being placed upon it. The average cost of level 1 HEART/NTA 
training is $1,000 U.S., whilst to double the stipend of around $40 U.S. per week would 
cost an additional $1,000 U.S. per year per trainee. The total cost of the training, 
including the doubled stipend, is around $3,000 U.S. per annum. The stipend is very 
important as it allows the hotel to compete with the easy money available through crime 
and other anti-social activities. 
 
Sandals would like to double the size of its existing programme, and encourage at least 
four other non- Sandals hotels to participate in the pilot programme. If Sandals increased 
its trainees by 20, and if an expanded programme targeted an average of 20 candidates 
each from another four similar communities with adjacent hotels (100 trainees in all), the 
cost of training and the stipend would be about U.S. $300,000 per year.  
 
A five year commitment from an appropriate institution or institutions for such an  
important programme targeted at some of Jamaica’s poorest communities could have 
large positive social demonstration effects, just as it already has at Flankers. 
 


