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  1. Introduction 

The JOHANNA Project (Joint staff qualification in SB destinations to increase the skilled workforce in 

the SBS and by that ensure a sustainable SCS development in the SBS) is financed by the European 

Union under the INTERREG SOUTH BALTIC Programme - South Baltic Cross-border Co-operation 

Programme 2014-2020.  

The JOHANNA Project is aimed at the development of the segment of tourist services using small cruise 

ships in South Baltic ports. The project focuses on training staff to support small cruise ships, tour 

operators and travel guides in the ports of the South Baltic region. Two main educational tasks have 

been foreseen in the project framework: 

1. SBS Cruise Management Course (CMC), and 

2. Professional Cruise Guide Training (CGT).  

The original idea for the Cruise Management Course was to serve as a summer course managed by the 

Gdynia Maritime University (Poland) and supported by other project partners. The project involved 

drafting a basic curriculum consisting of ten thematic modules, supplemented with relevant practical 

elements, which together form the model scope of the course. Unfortunately, the COVID-19 pandemic 

necessitated major changes in the planned project. The extension of the restrictions, primarily those 

imposed on  international travel, entailed the abandonment of the in-class model in favour of an online 

course. The Online Cruise Management Course ultimately took place between 18 October and 4 

November 20211, and was attended by 60 students from Poland, Sweden, Germany and Russia. The 

classes were conducted by seven lecturers (from GMU and HOST), as well as five external industry 

experts2. The course involved the creation of four tutorial videos, which are available on the JOHANNA 

Project website. 

The development of professional cruise guide training and certification was the second crucial element 

of the project. The main objective is to improve the qualifications and availability of guides in the SBS 

destinations. For this purpose, a professional guide training programme was developed and 

implemented3. The programme was applied by tourist offices in the SBS to qualify their guides and to 

attract young people (students and part-timers) for this job. During the project period, three guide 

courses were carried out, in Stralsund/Rügen and Wismar (Germany), as well as in Karlskrona (Sweden). 

Due to COVID-19 restrictions, the course in Sweden was carried out in  spring and autumn 2022, while 

the courses in Germany could be carried out in 2021. The main contents of all three courses were set 

together with all project partners after a thorough pre-study. 76 persons attended the three courses 

and more than 35 of them were certified as qualified cruise guides.  

The guide training was continued as the "train the trainer" campaign. It was an educational activity for 

staff and cruise tour operators within the partner destinations, as well as invited participants from 

other destinations. The purpose was to implement our guide education for future use/re-use. 18 guides 

 
1 JOHANNA Online School Cruise Management Course - Agenda 

2Johanna-Report-CMC_final-1 

3 http://johanna.website/wp-content/uploads/2022/05/Johanna-27.05-usuniete-strony.pdf 



and tourism office representatives from five different destinations were trained here. Tutorial videos 

were produced for future guide training, and they are available as  CMC videos on the JOHANNA Project 

website. 

Both activities completed as part of the Project require relevant evaluation from the JOHANNA 

students and participants, as well as the JOHANNA Project partners. According to the previous idea, 

the participant survey has been prepared and completed. Key outcomes are presented in the Report.  

On the other hand, the experiences and observations from the course allow us to indicate the key 

conclusions, and also to define recommendations that can improve the implemented tasks. This applies 

to the issue of thematic scope, organisation and practical support during implementation. 

  



2. SBS Cruise Management Course 

2.1. Outcomes of the CMC participant survey  

Methodology 

The survey was conducted online between 3 November 2021 and 10 June 2022. It was assumed in 

advance that the evaluation study would not be carried out immediately after the end of the CMC, but 

just one year later. The main assumption of the evaluation study was to obtain feedback about the 

Cruise Management Course on the usefulness of knowledge and skills gained through participation in 

the CMC and evaluation of the CMC organisation. 

The CAWI method (Computer Assisted Web Interviewing) was applied as the method of gathering data. 

The online questionnaire was prepared by means of the MS Forms application (See: link) provided by 

the Gdynia Maritime University. This research method allowed the respondents to fill in the 

questionnaire at a time of their choice. Each participant of the Cruise Management Course received an 

e-mail with instructions on how to fill in the questionnaire, an explanation of the purpose of the study 

and a personalised access link via e-mail. An invitation to participate in the survey was delivered to all 

CMC participants (45 students) using the list of e-mail details obtained during the process of 

registration for the course. Additionally, reminders were sent twice to all CMC participants. In order to 

make the feedback on the survey highly effective, reminders were also sent to the tutors from all the 

universities from which the CMC participants came, requesting them to motivate their students. 

Structure of the Questionnaire 

The evaluation research survey was conducted using a questionnaire containing 13 closed questions 

(see Attachment 1). The questionnaire was designed to gather information from the participants about 

seven main issues. i.e.:  

1. Evaluation of the CMC programme and, in particular, the attractiveness of its content. 

2. Proposals on which modules should be extended. 

3. Which modules in the course program should be reduced?  

4. Evaluation of the quality of education. 

5. The usefulness of the skills and knowledge acquired during the CMC at the current job. 

6. CMC participants' satisfaction and inclination to CMC recommendations and further 

education in this area. 

7. Assessment of the form of CMC organisation and the quality of education. 

Research Findings 

The main purpose of the study was to get the insights from the CMC participants  in terms of assessing 

the organisation of the Cruise Management Course by the Gdynia Maritime University and the 

suitability of this course for their future jobs or further education. An important aspect of the study 

was also the evaluation of the content of the CMC programme and participants' proposals for any 

improvements. 

The participants of the Cruise Management Course evaluated highly all the implemented modules of 



the programme. The Cruise Operations Management & Port Authorities, Cruise ships pre-visit checks, 

approaching, anchoring & berthing and External technical services & supply & documents modules 

were rated the highest, with 60-70% of "very good" ratings. Half of all modules were found as very 

well-prepared by the students. The other modules were also rated highly by individual students and 

assessed as average (Figure 1). 

 

Figure 1. How do you assess the substantive value of the modules included in the Cruise Management Course 

programme?, Source: own study. 

 

The evaluation research study showed that four modules, i.e.: 

1. Cruise Industry Overview,  

2. Developing tourist packages for cruise travellers, 

3. Consumer research in the cruise industry and  

4. Cruise ships pre-visit checks, approaching, anchoring & berthing 

were considered as modules that, according to the course participants, should be extended in 

subsequent editions. It can be assumed that the course participants with technical education expected 

more content devoted to passenger service at the cruise berth (Figure 2), but the students of tourist 

or management faculties were more Interested in the modules regarding 

the development of tourist products and tourist destinations.



 
Figure 2. Which modules of the Cruise Management Course should be extended in your opinion?, Source: own 

study. 

 

The course participants were asked about their opinions about the modules that they did not find very 

interesting, and they identified two of them, i. e: the Cruise ships entrance check-in & documents and 

External technical services & supply & documents modules. These modules were recognised  as the 

least important ones, which should be limited or deleted from the CMC programme in future editions 

(Figure 3). The indication of these modules confirms the previous assessment. It Is surprising that the 

course participants with technical education, who took part in the CMC, expected topics other than 

the technical aspects of receiving cruisers In ports, with the issue of serving/hosting tourists being more 

important to them. Moreover the Cruise ships entrance check-in & documents and  External technical 

services & supply & documents modules were considered by them as the most relevant in their current 

job of cruise coordinators (Figure 4). Thus, the conclusion is that the scope of the programme should 

be verified or more attention should be paid to adapting the content to the needs and preferences of 

course participants. 



 
Figure 3. Which modules were redundant during the Cruise Management Course in your opinion?, Source: own 

study. 

 

 

 
Figure 4. Which Cruise Management Course modules do you find the most useful in the Source: own study. 

 

 



The evaluation study also proved that the form of classes was adapted to meet the course participants' 

expectations. According to their indications, the best forms of Cruise Management Course classes were 

e-learning and hybrid solutions. It turned out that classes conducted as part of the online course, which 

was forced by the COVID-19 pandemic, were also among the most desirable forms for the course 

participants. Although there were individuals opting for in-class training, the vast majority chose 

distance learning (Figure 5). The results of the evaluation study also confirmed that the best forms of 

classes for CMC participants are those related to distance learning (Figure 6).current job of Cruise 

Coordinators? 

 

 
Figure 5. What forms of classes would be the most suitable for organising a Cruise Management Course in your 

opinion?, Source: own study. 

 

Figure 6. Which forms of classes were not sufficient during the Cruise Management Course in your opinion?, 

Source: own study. 



 

The participants quite unanimously confirmed that the number and time of the classes held and their 

schedule during the course were appropriate. It is gratifying that almost 90% of the CMC participants 

expressed satisfaction with the course content (Figures 7 i 8). 

 

 

Figure 7. Was the number of scheduled classes during the Cruise Management Course sufficient?, Source: own 

study. 

 

 

Figure 8. Was the time allocated for the organisation of the Cruise Management Course planned correctly in your 

opinion?, Source: own study. 

 

The participants highly appreciated the technical side of the course organisation. Very good and good 

ratings were indicated by as many as 90% of the respondents. Taking into account the fact that the 

course was planned as full-time, the adaptation of the university premises and all lecturers to distance 

learning conditions was on a good level, which was confirmed by as many as 90% of the respondents, 

who assessed it as  good or very good (Figure 9). 



 

Figure 9. What is your opinion about the technical aspect of the Cruise Management Course organisation?, Source: 

own study. 

 

The answers to the question about the use of knowledge acquired during the CMC proved the accuracy 

of the course topics and individual modules that were chosen. More than half of the CMC participants 

declared that they had already used the knowledge gained during the course. It is also worth 

emphasising that a significant part of the CMC participants also indicated that they intended to use the 

knowledge gained during the CMC in the future. As many as 70% of the respondents declared that they 

had  the opportunity to use the knowledge acquired, with 30% answering 'now' and 40% answering 'in 

the future' (Figures 10 and 11). 

 

 

Figure 10. Have you been able to use the knowledge gained during the Cruise Management Course within the last 

year?, Source: own study. 



 

Figure 11. Are you currently working in a position where you have the chance to use the knowledge gained during 

the Cruise Management Course?, Source: own study. 

 

An important aspect of the evaluation research study for the CMC organisers is the issue of participants' 

satisfaction and their declaration to recommend the course to friends or their willingness to take part 

in a similar kind of a course.  The CMC participants highly appreciated their participation in the Cruise 

Management Course as 100% of them confirmed their willingness to take part in a similar course. It is 

also significant that as many as 90% of the respondents declared their intention to recommend the 

CMC to their friends (Figure 12). 

 

 

Figure 11. Are you currently working in a position where you have the chance to use the knowledge gained during 

the Cruise Management Course?, Source: own study. 

 

An important aspect of the evaluation research study for the CMC organisers is the issue of participants' 

satisfaction and their declaration to recommend the course to friends or their willingness to take part 

in a similar kind of a course. The CMC participants highly appreciated their participation in the Cruise 

Management Course as 100% of them confirmed their willingness to take part in a similar course. It is 

also significant that as many as 90% of the respondents declared their intention to recommend the 

CMC to their friends (Figure 12). 



 

Figure 12. Would you recommend this course or attend a similar kind of course again?, Source: own study. 

 

The CMC participants were mainly students aged between 20 and 26, with most of them being last 

year students aged 23-24 (almost 50% of all the participants) (Figure 13). The Cruise Management 

Course was attended by a group of students of different nationalities i.e.: German, Polish, Indian and 

Russian. The largest group was the group of students of maritime faculties, especially from the Gdynia 

Maritime University (Poland) and the Baltic State Fishing Fleet Academy (Russia). 

 

 

Figure 13. Age of the respondents, Source: own study. 

 

 



 

Figure 14. Which universities did the respondents come from?, Source: own study. 

 

Figure 15. Which countries did the respondents come from?, Source: own study. 

 

The restrictions introduced because of the COVID-19 pandemic in 2021 forced the CMC organiser (the 

Gdynia Maritime University) to adapt the form of education to the existing restrictions and to organise 

on-line training, but it is worth emphasising that the form of the Cruise Management Course 

organisation did not affect the quality of education and was highly rated by the course participants. 

2.2. Lessons learned & recommendations  

The implementation of the course allowed us to see potential challenges and areas requiring further 

refinement. At the same time, the practical implementation made it possible to identify the key 

elements that are lessons for further development and dissemination of the course concept. It should 

be emphasised that the comments presented below mainly refer to the online edition of the course, 

because it resulted in a number of additional requirements, especially in terms of organisation and 

technical support. At the same time, it is not possible to address the real problems associated with 

running a summer school. 

The first issue is the thematic scope and selection of individual modules as part of the course, as well 

as the content of appropriate syllabuses. Undoubtedly, it is necessary to define in more detail the 

content of individual modules presented in the syllabus, and to provide a detailed verification of the 



entire course. In several cases, it turned out that the content was duplicated, which limited the scope 

of the information provided. It would be beneficial to supplement the syllabuses with information 

about the structure of classes (lecture, workshop, site visit), which would give students complete 

knowledge about the offer. Consequently, student materials used during the course should also be 

subject to verification to eliminate possible repetitions. The issue of the COVID pandemic was a 

particular challenge during the course, as many lecturers (especially external experts) presented 

thematic issues in the context of the pandemic situation. As a result, there was an impression of being 

overloaded with COVID topics during the course. 

Referring to the scope and subject of the classes, special attention should be paid to external experts. 

As external experts are not the authors of syllabuses, the person responsible for a given module has to 

discuss and verify in detail the scope of the presentations, drawing the expert's attention to the issues 

that should be discussed. Excessive concentration on issues directly related to the company or the 

specificity of the expert's work is a natural phenomenon. Despite the fact that experts have extensive 

knowledge of the issues presented, they often focus on day-to-day matters. The role of the module 

supervisor should be to guide the expert appropriately in order to make the most of his knowledge and 

experience. It would also be beneficial to verify the materials and information provided during the 

experts' classes beforehand. However, the availability of individuals, who are heavily burdened with 

official duties, may be a challenge. In case of an online course, as well as probably an on-site one, 

continuous assistance from an expert is necessary. As a result, the comfort of his/her work is thus 

ensured. It should be emphasised that the experts showed great willingness and commitment to the 

implementation of the course, especially in the context of changing its form from on-site to online. 

In the case of an online course, the key element is properly prepared IT facilities. It is particularly 

important to initially test the functionality of the system, the possibility of implementing specific 

activities (creating project groups), as well as familiarising the lecturers with the available options. 

During the implementation of online meetings, it is necessary to be constantly assisted by the IT team, 

because any technical problems negatively affect the assessment of the course by students, and cause 

nervousness among lecturers. The lecturers themselves, and in particular external experts, should 

report their needs before classes (e.g. dedicated applications) so that the coordinators have the 

opportunity to implement and test the system. Due to the lack of knowledge of the composition of the 

group (online), especially its willingness and the possibility of discussing a specific topic, the module 

coordinator should participate in the meeting and support the expert. In certain cases, the coordinator 

should activate the participants. Thus, the continuous presence of the course host (the organiser's 

representative) in online classes is necessary, especially in case of external lecturers. It can be assumed 

that in on-site courses such continuous support from the organiser is also necessary. 

An important experience resulting from the course organisation is the need to use appropriate tools, 

systems and means in the promotion and recruitment process. The organisation of an online course 

allows for significantly expanding the possibilities of acquiring students, especially on an international 

scale. Therefore, promotional activities should be targeted at a much wider audience. On the other 

hand, the largest group participating in the classes was students from the universities implementing 

the course, the GMU and HOST. Therefore, large-scale promotion in online media must be supported 

by direct information to students about the course (e.g. during regular classes at the university). An 

important aspect of communication with candidates is to provide reliable and up-to-date information 

regarding the scope, dates, conditions of participation and other elements important from a future 

participant's point of view.  

 



Experience shows that language skills and the willingness to participate in online meetings are also 

important factors determining the effects of the course. In the first case, despite the fact that the 

regulations provide for the need to demonstrate relevant English language skills, there was a visible 

lack of activity among some of the participants, who most likely were reluctant  to express themselves. 

Helpful in this case was the chat which enabled basic communication. As participation in the online 

course was free and time-consuming at the same time, some students did not show any active 

participation after enrolling. Therefore, it is necessary to control the attendance of students and verify 

their activity.  

Referring to the initial concept of the course (on-site), such issues would be of secondary importance. 

The key issue here would be to form a sufficiently large group of students, especially including foreign 

participants. According to the project assumptions, participation in the course was free of charge, 

however, the costs of accommodation and travel were to be covered by the participants. Initial 

preparations for the course included offering participants accommodation on preferential terms in 

student dormitories of the Gdynia Maritime University. Despite this, the costs of participation can be 

a barrier for young students, who also often take up work during the holiday season. Increasing the 

availability of the course would require raising funds to finance all participation costs. The alternative 

is, of course, the development of an online offer. 

Taking into account the above-mentioned issues, several key recommendations can be identified, 

including: 

1. broad coordination and verification regarding the scope and structure of the course (modules 

- syllabuses - student materials) is necessary; 

2. the syllabuses should contain the required (basic) elements and, at the same time, allow the 

extension of the scope, especially for external experts;  

3. the organisers should effectively cooperate with lecturers and experts to determine their 

activities within the classes,  

4. it is necessary to avoid repetition of content and, as far as possible, control the thematic scope 

of meetings; 

5. prior checking of IT systems and permanent technical support are a must; 

6. each meeting must have a host who will manage the time and support lecturers in the 

discussions; 

7. effective communication between participants to improve the quality of the course (time 

savings & uncertainty reduction);  

8. the online mode results in a higher number and national diversity of students with less 

involvement and scope of participation from them; 

9. the online mode improves the potential opportunity to involve a wider group of lecturers and 

external experts (supralocal); 

10. the online mode causes the inability to implement the practical part, necessitating the 

implementation of complementary activities (e.g. website movies); 

11. online activities improve sustainability and support the dissemination process; 

12. the online mode constrains networking because of the inability to establish direct personal 

relationships.  



3. Professional Cruise Guide Training 

3.1. Outcomes of the CGT participant survey  

In order to evaluate the three cruise guide training courses which took place in Stralsund, Wismar and 

Karlskrona, a survey was developed (see Attachment 2) and the link was sent to all the CGT participants. 

Most of the respondents  were the ones who received their certification at the end of the course (92%) 

(see Figure 16), i.e. the ones having 100% attendance. Therefore, the evaluation results can be 

considered trustworthy information about the CGT. 

 

 

Figure 16. Have you successfully passed the course and received a certificate?, Source: own study. 

 

The software QuestorPro was used to collect the data and analyse the CGT. A link to the survey was 

shared among the participants In June and July 2022. A total of 43 people took part in the evaluation. 

Most participants taking part in the evaluation joined the CGT in Karlskrona (30), only a few in Wismar 

(6) and Stralsund (5), and 2 participants did not provide information about the selected location of the 

course. 

The course was very well-evaluated in the three cities. Some of the main results of the evaluation can 

be visualised in the following pages. 

The training has surely increased the interest of the participants in considering a (future) job as a guide, 

as 83% of the survey participants completely agreed (74%) or agreed (9%) that the course fostered 

their Interest in the role as a guide (see Figure 17). 



 

Figure 17. Do you agree that the course has fostered your interest in the role as a guide?, Source: own study. 

 

Analysing the level of helpfulness of the practical sessions, ca. 93% of the survey participants answered 

that the practical sessions were very helpful (73%) or helpful (20%) for them (see Figure 18). 

 

 

Figure 18. How helpful were the practical training sessions?, Source: own study. 

 

It can also be verified that the training provided the participants with new skills (see Figure 19, 20). For 

example, 93% of the survey participants outlined that personal skills development was very Important 

(73%) or Important (20%) for them (see Figure 19). Additionally, it is worthwhile highlighting that 91% 

of the survey participants completely agreed (77%) or agreed (14%) that the course provided them 

with additional skills to work as a guide (see Figure 22); 



 

Figure 19. How important was the personal skills development in this training course?, Source: own study. 

 

 

Figure 20. How important was the business operation skills development in this training course?, Source: own 

study. 

 

Figure 21. How important was the development of presentation and storytelling skills  in this training course?, 

Source: own study. 



 

 

Figure 22. Do you agree that the course has provided you with additional skills to  work as a guide?, Source: own 

study. 

 

The overall assessment of the course was very positive and can be again visualised with the last 

question of the survey.  According to the survey, 66% of the respondents assessed the CGT as 'very 

good' and 27% as 'good' (see Figure 23). 

 

Figure 23. How would you assess cruise guide training in general?, Source: own study. 

 

Apart from the closed questions, there was an open space for remarks. The remarks were in general 

very positive, as the participants added statements like "I am very grateful that I could participate in 

this project", or "really great and inspiring classes" or "it has been a fantastic course, very skilled and 

friendly trainers". There was only one negative remark in the evaluation; the participant wrote that the 

lectures with PowerPoint were quite boring and the course was demotivating. 

  



To sum up,  the evaluation has confirmed that the Cruise Guide Training was successful and allowed 

for achieving the initial goals of the project. 

3.2. Lessons learned & recommendations  

The preparation and implementation of the Cruise Guide Training enabled a practical assessment of 

the needs and activities necessary for the development of the team involved in the service of cruise 

ships. At the same time, the training alone enabled the preparation of several people to carry out the 

tasks of the guide. Watching the trainers involved in the task and the participants of the training 

allowed us to identify several observations and recommendations regarding this type of training. 

Shared knowledge and inspiration are the keys to success. The JOHANNA Project established good 

conditions for such activities, as it brought together a number of people with extensive knowledge and 

experience in servicing tourists from cruise ships. 

To be able to keep the same level of service in all cruise destinations around the Baltic Sea, it is crucial 

to have well-educated staff. Within the tourism sector, the staff changes quite often and, therefore, it 

is very important to ensure continuity of educational efforts.  

We recommend that all destinations have a guide training course for new guides every second year, 

and training for staff and certified guides continuously every year. 

The materials produced as part of the project are, therefore, a very good basis for future guide training 

courses, both for the partner and other destinations. It is also very important to maintain social contact 

with the already certified guides, and to Inspire them and provide further education during the low 

season In order to avoid losing them during the period when little or no work is carried out. 

As part of the project, we created a digital guide exchange program, which was very appreciated by 

the guides and served as a knowledge and social exchange platform. We recommend that this idea is 

continued after the project is finished (1-2 times a year) and that more destinations/participants are 

Invited to get even more of this exchange. 

The experiences resulting from the COVID restrictions were also particularly important. Difficult 

interpersonal relationships and the suspension of tourist traffic in ports made it necessary to take 

action to maintain relations and interest in the cruise sector and the work of a guide. 

Lessons learned and recommendations from the guide training implemented in 

Wismar 

In our opinion, various recommendations can be made to support other destinations in the preparation 

and implementation of professional training programs for guides. A distinction should be made 

between those that refer to the theoretical part and those that refer to the practical part of the 

training. In the theoretical part, it is important to combine the introductory event with a round of 

introductions for the participants. This makes it possible to determine at the beginning what the 

participants expect from the training and what motivated them to participate. At the end of each 

lecture, the participants should receive an evaluation form in order to implement their suggestions for 

improvement and proposals as quickly as possible. 

  



The lectures should be recorded so that there is further access to the taught content afterwards, in 

particular, so that it can be listened to several times. This should be done in an audio format and 

supported by a handout. 

Even before the lectures begin, it is necessary for the lecturers to reach agreements on the common 

educational goal and to communicate their ideas on the content and goal achievement. Here, it is also 

necessary to coordinate the assessment criteria in order to determine what performance must be 

achieved in order to pass the examination. Examination processing should be optimised after each unit 

and access to the documents on central storage should be provided so that incompleteness of the 

lecturers' documents is avoided. Finally, a clear distribution of tasks also ensures a smooth process. 

Foreign language exams should be scheduled. 

An important issue is also to specify the fee payment. It has to be defined whether the fee applies only 

to the lectures or to the respective control of the examination documents as well. 

There are also different recommendations for action in the practical part. Lecturer meetings, for 

example, are helpful in order to coordinate the content, as previously mentioned. But meetings of 

lecturers during the lecture period can also help to check the status quo. In addition, a working group 

should be established to evaluate the above-mentioned evaluation forms, define standards and modify 

them if necessary. 

The routes for the tours should be walked In advance to determine optional and mandatory sights and 

content. In the course of the lecture, training should combine with job shadowing, practice tours and 

tandem tours. This lecturing role has proven effective, especially with non-expert speakers. After each 

of these practice tours, enough time should be allotted for feedback and evaluation forms should be 

adjusted. 

Finally, catch-up appointments should be offered and a first aid course should be included in the 

course.   

Lessons learned and recommendations from the guide training implemented in 

Karlskrona 

Karlskrona has been a cruise destination for more than 25 years and over this period of time we have 

identified the main subjects for educating great cruise guides. A guide is the key person for a successful 

destination, especially in a cruising context. Great hospitality, good relationship with the employer, 

being expert in storytelling, good presentation skills, professional language skills, good overall 

knowledge of the destination, good knowledge of the national, regional and local history, good 

knowledge of European history and connections between different countries/destinations, an interest 

in who the guests are and where they come from, responsiveness and flexibility and hunger for 

development as a guide (even after many years) are the issues that need to be addressed in guide 

education. HLR education of all guides and staff every year or every second year is mandatory. 

The education needs to offer equal amounts of theoretical and practical exercises to identify the 

suitability of the students. A student can be great at the theoretical part but not being able to handle 

the challenge of standing in front of a big group of guests. We agree with Wismar as regards the 

importance of a good introduction, as well as the acquisition of information about the students' 

expectations about education. 

All materials referring to the lectures should be well documented for future use and digital participation 

should be offered, if possible, for students prevented from participation. A good idea is also to record 

the sessions. 



It is Important to have close communication with all the persons/lecturers involved in 

planning/executing the education before, after and during the course to ensure that everyone works 

together in the right direction and to avoid too much repetition of the content. 

After certification, have a plan for further education during the low season so that you keep the guides 

busy and up to date. This also ensures that you do not lose contact with them during periods with less 

or no assignments. Guide exchange with guides from other destinations is also a good way for your 

guides to develop their skills. Cooperation with other cruise destinations concerning trends, news etc. 

is important for guide agencies/destinations to keep up with the cruise business.  Finally, make sure 

that the education of new guides Is continued; we recommend a new guide education program every 

second year to satisfy the increasing needs of qualified cruise guides.  



4. Summary 

Summing up the results of the evaluation for the two key products of the project, it can be pointed out 

that they were very positively received by the participants of both the Cruise Management Course and 

the Cruise Guide Training. 

In the case of the CMC, most of the proposed modules were assessed as good and very good, and with 

regard to some of them, the participants indicated the need to extend the scope. Particularly useful 

were the modules devoted to the procedures and documentation related to the handling of cruise 

ships in seaports (Cruise ships entrance check-in & documents). The form of classes was also assessed 

as beneficial, as students indicated e-learning and the hybrid form as the most suitable. At the same 

time, the surveys revealed a shortage of practical classes, which is a problem in case of an online 

course. This type of activity has to be based on remote/online solutions, which again requires 

appropriate IT facilities. The organisational aspects of the course, both its schedule and the time load, 

were also positively evaluated. Ultimately, the participants declared their willingness to recommend 

the course to their friends, which can be considered a very good result in the context of wider use of 

the project achievements. 

The participants of the Cruise Guide Training also highly appreciated both the quality of the course 

offered and its usefulness. Importantly, the obtained ratings were very similar for all locations 

(Karlskrona, Stralsund, and Wismar). As the participants work or intend to work as guides in port cities, 

the key aspect of the assessment was the usefulness of the training. This applies, in particular, to 

personal, organisational and practical skills improved during the meetings. As part of the survey, the 

participants also had the opportunity to express their opinions, among which positive feedback 

prevailed. The trainers conducting the classes were particularly appreciated as professionals with an 

appropriate approach to the participants. It should be emphasised that the CGT was carried out in the 

in-class form, which significantly improved the possibilities of personal interaction and cooperation 

during the classes. 

The second dimension of the evaluation was the collection of observations and comments from the 

organisers and teachers. Due to the different forms of classes, as well as different target groups of the 

participants, the final recommendations are slightly different. However, some common elements can 

be found. 

In the case of the CMC completed online, a particular challenge was to organise the technical facilities, 

as well as the effective conduct of classes, in which a moderator and a person responsible for IT 

technical support have to be involved in addition to the lecturers themselves. In this way, the comfort 

of work for the lecturer is ensured (which is particularly important in case of external experts), and the 

organisational efficiency of the course is improved. In the context of the presented content, attention 

should be paid to the scope of the information presented. In some of the classes, there were 

repetitions, as well as excessive concentration on aspects related to selected enterprises. Due to the 

specific period in which the pilot course was Implemented, it seemed to be overloaded with COVID-

related content .  



 

The development of the cruise sector in the cities of the South Baltic States requires adequate 

personnel, and thus the implementation of Cruise Management Courses is an important factor 

increasing knowledge and improving skills among students. In the future, they may become managers 

working in the sector, for cruise operators, seaports, cities or tourist organisations. However, it is 

important to systematically and consistently implement such initiatives. 

Systematic training (e.g. every second year) was also the main recommendation defined by people 

engaged in implementing the Cruise Guide Training. The consistent development of knowledge and 

skills among working guides, as well as the constant search for new people is the only way to succeed. 

In this case, it is a group of professional guides who can present cities and their surroundings in an 

interesting way. The key here is the 'storytelling' ability that will grasp the attention of tourists and 

encourage them to follow the guide, both in the physical and spiritual dimensions. 

The implementation of the pilot Course and Training is a good start for further activities, which will 

result in the development of an educational system for the cruise sector in the South Baltic region. 



Attachment 1. 

Anonymous questionnaire 

 
As you participated in the JOHANNA Online School Cruise Management Course between 18 October 

2021 and 4 November 2021, which was organised by the Gdynia Maritime University as part of the 

project ”Joint staff qualification in South Baltic destinations to increase the skilled workforce in the 

South Baltic Sea" and by that ensure a sustainable development of the small-ship cruising in the South 

Baltic Sea, you are kindly asked to complete the following  evaluation survey. We are looking forward 

to receiving your answers. 

 
1. How do you assess the substantive value of the modules included in the Cruise Management 

Course programme? 

 

Name of the module Very 
good 

Good Average Poor Very 
poor 

a) Cruise Industry Overview      

b) Tourism Destination Management      

c) Developing tourist packages 

for cruise travellers 

     

d) Consumer research in the 

cruise industry 

     

e) Cooperation & team training      

f) Cruise Operations Management 

& Port Authorities 

     

g) Cruise Passenger Behaviour 

& Customer Service 

     

h) Cruise ships entrance check-in 

& documents 

     

i) Cruise ships pre-visit checks, 

approaching, anchoring & berthing 

     

j) External technical services 

& supply & documents 

     

 

2. Which modules of the Cruise Management Course should be extended in your opinion? 

a. Cruise Industry Overview 
b. Tourism Destination Management 
c. Developing tourist packages for cruise travellers 
d. Consumer research in the cruise industry 
e. Cooperation & team training 
f. Cruise Operations Management & Port Authorities 



g. Cruise Passenger Behaviour & Customer Service 
h. Cruise ships entrance check-in & documents 
i. Cruise ships pre-visit checks, approaching, anchoring & berthing 
j. External technical services & supply & documents 

 
3. Which modules were redundant during the Cruise Management Course in your opinion? 

a. Cruise Industry Overview 
b. Tourism Destination Management 
c. Developing tourist packages for cruise travellers 
d. Consumer research in the cruise industry 
e. Cooperation & team training 
f. Cruise Operations Management & Port Authorities 
g. Cruise Passenger Behaviour & Customer Service 
h. Cruise ships entrance check-in & documents 
i. Cruise ships pre-visit checks, approaching, anchoring & berthing 
j. External technical services & supply & documents 

 
4. Which Cruise Management Course modules do you find the most useful in the current job of Cruise 

Coordinators? 

a. Cruise Industry Overview 
b. Tourism Destination Management 
c. Developing tourist packages for cruise travellers 
d. Consumer research in the cruise industry 
e. Cooperation & team training 
f. Cruise Operations Management & Port Authorities 
g. Cruise Passenger Behaviour & Customer Service 
h. Cruise ships entrance check-in & documents 
i. Cruise ships pre-visit checks, approaching, anchoring & berthing 
j. External technical services & supply & documents 
 

5. What forms of classes would be the most suitable for organising a Cruise Management Course in 

your opinion? 

a. Webinar  
b. E-learning 
c. In-class  
d. Hybrid 

 

6. Which forms of classes were not enough during the Cruise Management Course in your opinion? 

a. Online lectures 
b. Virtual training  
c. Online simulator training 
d. Virtual training onboard a ship 
e. Online discussion & problem-solving 
f. Virtual simulations 
g. Virtual site visits 
h. Digital team exercises 
i. Other, What kind? ………………......? 

 

7. Was the number of scheduled classes during the Cruise Management Course sufficient?? 

a. Yes 
b. No, Please justify ………………………… 

 



8. Was the time allocated for the organisation of the Cruise Management Course planned correctly 

in your opinion? 

a. Yes 
b. No, Please justify ………………………… 

 

9. How would you rate the technical organisation of the Cruise Management Course? 

a. Very good 
b. Good 
c. Average 
d. Poor 
e. Very poor 

 

10. Have you been able to use the knowledge gained during the Cruise Management Course within 

the last year? 

a. Yes 
b. No 
c. It's hard to say  

 

11. Are you currently working in a position where you have the chance to use the knowledge gained 

during the Cruise Management Course? 

a. Yes 
b. No  
c. Not yet, but I'm going to  
d. No, and I'm not going to 

 

12. Would you attend a similar kind of course again? 

a. Yes 
b. No, Please justify  ………………………………………………………………. 

 

13. Would you recommend the Cruise Management Course to a friend? 

a. Yes 
b. No, Please justify  ………………………………………………………………. 

 

Age of participant:  ……………………………………………………………….. 

Name of the university:   ………………………………………………………………..  

Country:    ………………………………………………………………..  



Attachment 2. 



 

 
 
 
  



 
 


