
Visitors will often arrive tired from their journey or a busy day of activities. You have the
opportunity to make them feel welcomed, relaxed, comfortable, and safe. You
are an ambassador of Livingstone hospitality and every interaction with visitors is
another chance to contribute to Livingstone earning the international reputation of
being a hospitable friendly local community.
 
You are likely to be the first point of contact when visitors have a question. You should,
therefore have great knowledge of Livingstone (e.g. restaurants, things to do,
where/how to find a doctor, ATMs, a taxi, a bike for rental, etc.), or know where to direct
visitors to get the answers (leaflets, signs, welcome information pack, etc.). Make sure
visitors are aware that they CAN ask you.

You can make
Destination
Livingstone
Memorable

YOU ARE IMPORTANT TO DESTINATION LIVINGSTONE!

GUEST HOUSES
/ HOMESTAYS

OWNERS 

destinationlivingstone2020@gmail.com
www.destinationlivingstone.org

+260976 862325

Provide great interactions: Look welcoming:

BE WELCOMING!

Greet visitors with a friendly
welcome and smile

Be open-minded and avoid
judgment

Respect the visitors’ privacy,
they may not feel like chatting 

Visitors choose a homestay for
the authentic experience of
living with locals.  If they want to
know more, share positive
stories about Livingstone

Ensure a smooth check-in

Make sure you and your premises
are clean and you are dressed
appropriately

Be present: always make sure that
visitors can see that the premises
are open. Always be present to
make sure that no visitor comes in
to find the premises empty

Make sure your opening times are
convenient for visitors or that they
have a convenient way to contact you

Provide signs and instructions in
English as well as other languages
when possible (not all visitors will
speak English)
Don’t put up any potentially
offensive posters/flyers in your
premises 

Be patient and supportive if
visitors don’t have the right
currency, documents, etc. When
possible, provide them with
assistance 
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BE TRUSTWORTHY!

Be a high quality and reliable source
of information for the visitors:

Have local information, maps
and  list of local events if
possible

Make recommendations on where
to go / what to do. You can make it
easy for visitors to book activities
through you. But DO NOT hard
sell your own product

Recommend visitors to download
Destination Livingstone's
mobile app to find out what to do
/ where to go. Put up signs to
promote it

Offer your help should visitors
need anything at any point during
their stay

Encourage safe interactions
with animals:

Have a complete welcome
information pack (Wifi, nearest
ATMs, rules, key contact numbers:
hotel reception, police, hospital,
taxi, etc.). Otherwise, let visitors
know they can ask you about any
of the above

Livingstone can have a number of
different wild animals walking
through parts of the town or at
hotels and other facilities. 

Don't encourage or feed animals. Inform
visitors (leaflets / signs)

Don’t try to pet them

Explain to visitors the responsibilities that
come with driving through the national
park (wildlife's habitat) - driving very
carefully, dangerous animals, etc.

Be aware of their CERT programme - CATS
Elephant Response Team - which operates
a 24hr service to help defuse a situation
and prevent injury or property damage.
Keep their card in your vehicle or at your
desk. Contact:+260976992099

Follow CATS - Conservation and Tourism
Society on Facebook for more information

Use water sparingly and
turn off lights when you
leave a room 

Limit your impact on the environment:

BE SUSTAINABLE!

Recycle / dispose of your
waste appropriately

Don’t wash bed linen and towels
every day (unless visitors specifically
ask you to). Inform visitors of this
upon check-in, make sure they
know to ask you if they want their
bed linen and towels changed 

Use local products as much as
possible (e.g. soap, food, local
craft/art to decorate, etc.). This will
help to spread the benefits of
tourism to other businesses in
Livingstone

Encourage visitors to try local
cuisine rather than
imported foods

Explain to visitors that if taking
photographs: keep a safe distance away
and don’t leave the vehicle especially if
there are babies with them

Put soap and sanitiser on wall-
mounted dispensers and use
recycled toilet tissue
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You have a great opportunity to create relationships with visitors, share your story and
the story of Livingstone, the local customs and traditions, the ways of life, etc. It’s
people, and not only the Victoria Falls, that make a journey to Livingstone
memorable! Contributing to making their experience memorable will lead to visitors
spreading positive word of mouth to their family and friends, and on social media, which
will bring in more customers to your establishment and help Livingstone gain a great
reputation as a tourism destination.

GET RESULTS!

Encourage visitors to leave
reviews:

Ask visitors as they
check-out to write a
review on Google
Reviews or TripAdvisor

Inform your visitors
of your social media
handles so they can
tag your account in
their posts

When possible, send
out an email to
visitors following their
visit with a link for them
to write a review

Use your reviews to get more
customers: 

Make sure that you respond kindly
to your online reviews (even the bad
ones!)
Use your responses to reviews as an
opportunity to share more about
your business, and generate 
 better understanding of
Livingstone

Share your best reviews on your
website and/or social media platforms
and/or Destination Livingstone's
mobile app

Take into account negative reviews to
improve your service

Help keep Livingstone clean:

Don't litter

Report any littering / rubbish tipping to Destination Livingstone (see contact
information at the bottom of this page) 

Provide bins and recycling facilities for visitors so they can dispose of
their waste

Limit your short-distance car trips. Use a bike, walk or share a taxi instead.
Let visitors know where they could rent a bike

When shopping ask for a reuseable carrier bag or bring your own when
packing
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