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The Honorable Executive Mayor of Sol Plaatje Municipality, Clr Mangaliso 
Matika.  
 
The Chairperson and members of the Provincial Portfolio Committee on 
Tourism, Ms. Gail Parker.  
 
The Chairperson of the Northern Cape Tourism Authority, Mr. Colin Fortune, 
and other board members present.  
 
Chief Convention Bureau Officer of South African Tourism, Ms. Amanda Kotze-
Nhlapo. 
 
The Lilizela Brand Manager of South African Tourism: Ms. Mashoto Zimba. 
 
The Acting Head of Department and Executive Managers present. 
 
All Tourism Sector Stakeholders present, Winners and Finalists 
Honoured Guests, good evening. 
 
Allow me to welcome you all to this annual addition of the Northern Cape Provincial 
Lilizela Awards Ceremony for 2016, a prestigious occasion which is all about the 
recognition of the best service providers within our tourism industry and 
acknowledging and awarding them for their dedication to service and product 
excellence.   
 
Program Director, the award ceremony comes at a perfect time, after our Premier 
Sylvia Lucas, launched the Public Service Month in Kimberley last week Friday.  
 
Premier Lucas made it clear in her speech that the Month of September should 
mean that public servants go out of their way, through various programs, to advance 
the agenda of government of bringing quality service to our people.  
 
Program Director, as per our Premier’s call, tonight’s event is all about the promotion 
of service quality and excellence in our tourism sector. Let us therefore remind 
ourselves from the onset that one of the biggest fundamental elements of excellence 
is respect and care for our customers. There is absolutely no way that one can 
divorce successful business practices from quality services, and it is common cause 
that good customer service surely builds enduring customer loyalty, which is an 
important element for sustainable development and success in business. 

 We don’t need rocket science to agree that poor quality services results in customer 
dissatisfaction, defections and lower profits. Customers who had a bad service 
experience would never do business with that particular tourism product again. 

Our sector stakeholders are no doubt aware that there is a direct link between the 
quality of the service customers get and the prices they are prepared to pay.  If you 



want to have a large number of profitable customers who will stay with you for a long 
time and visit your establishment repeatedly, then you need to create a customer 
experience that will persuade customers to buy your products and services, make 
them happy to pay the prices you want to charge, encourage them to stay with you, 
interest them in buying your other products and services and importantly motivate 
them to tell others about you.  

We all know the power and value of word of mouth as a marketing tool. 

In light of the current difficult economic times, Service Excellence is drawing more 
attention. Being more customer-focused and providing Service Excellence is 
becoming a significant advantage and performance differentiator for both, private 
and public organizations. It helps business to win clients in an extremely competitive 
environment nowadays and it facilitates cost–saving. 

Our sector stakeholders are well aware that customer service excellence will give 
you the competitive advantage you need to survive in a tough and increasingly 
uncertain business climate. In today’s customer-oriented business environment, 
"people skills" are critical for personal and organizational success. How you handle 
your customers can directly affect your individual goals as well as your team’s and 
company’s performance. The question of capacity building of staff is therefore crucial 
for service excellence as well. 

Esteemed guests, it is a known fact that our province cannot compete with the 
tourism offerings found in our big provinces like the Western Cape, Gauteng and 
Kwa-Zulu Natal, but our province has done very well in terms of positioning itself as 
one of the best eco-tourism, culture and adventure destinations. 

When I think about the red dunes of the Kalahari, I see adventure. When I think 
about the biggest national road, the N1, running through our province in Colesberg, I 
see business opportunity. When I think about the beautiful Augrabies Waterfalls, I 
see a “shot left” destination. We currently find ourselves in the midst of the flower 
season in Namakwa District. It is no secret that our province is a very attractive 
destination for hunting. 

Programme Director, having mentioned just some of our unique tourism niches, 
there is absolutely no reason why we should take a back seat to other provinces in 
terms of attracting tourists to our province.  

However, our unique offerings will not be appreciated by tourists and attract visitors if 
we lose sight of and fail to implement some service quality drivers, which, inter alia, 
entails customer experience and fulfilment. 

I have observed that some entrants for this edition of the tourism service excellence 
awards have participated in previous editions of the Lilizela Tourism Excellence 
Awards, which clearly reflects that such stakeholders are passionate about service 
excellence, and I want to applaud them and encourage them to remain focussed on 
increased quality of services. However, I wish to challenge these stakeholders to 
become ambassadors of service excellence in their areas of operation, through skills 



transfer and mentoring other similar establishments, especially the emerging 
products.  

This can only be achieved if we have a strong stakeholder network and sound 
cooperation between tourism businesses in our province. The obvious and inevitable 
positive impact we will achieve in this way is increased visitation to our province, 
which will contribute to our provincial economic growth as well.  

You are all aware that we have one unique provincial category in the Lilizela awards, 
the one of the MEC’s award, and I will most definitely consider those stakeholders 
that goes the extra mile in terms of supporting other products to grow their 
businesses, and those ambassadors who popularize service excellence in the 
tourism sector.  

Inter-sectoral support will also go a long way in terms of transforming our sector, 
something we still have a lot to do about in our province. Whilst business 
competitiveness is an inherent practice and consideration for sustainable economic 
viability, we need to observe selflessness in striving towards building a prospective 
tourism sector in our province. Let me also remind our stakeholders that the biggest 
incentive for making contributions to the transformation of the sector is eligibility to 
do business with government, and we all know that government is the biggest 
procurer of tourism services, not only in our province but in the entire country. 

Esteemed guests, by now it is common knowledge that our province has hosted a 
successful tourism service excellence pilot project in Upington, in collaboration with 
the National Department of Tourism, called the “Journey to Service Excellence”. As a 
results of that, one of my department’s strategic interventions to maintain the 
momentum in that district will be frontline tourism staff training on service excellence 
over the MTEF period, which will include the welcome campaign, customer care and 
“know your area” campaign. I also wish to announce that the same project will 
eventually be rolled out to the rest of the province. 

I am also pleased that the acknowledgement of service excellence through the 
Lilizela awards campaign is happening within our annual tourism month, which is 
September.  

Tourism Month is celebrated annually on the month of September with the aim of 
encouraging South Africans to explore their own country. It also provides the tourism 
industry with an opportunity for a sustained, heightened month-long focus on the 
importance of domestic tourism to the economy.  

Minister of Tourism Derek Hanekom launched the Tourism Month in the Free State 
at the Gariep Dam on the 25th August under the theme: “Tourism For All”.  

The theme is in line with World Tourism Day theme: “Tourism For All – Promoting 
Universal Accessibility". 

The “Tourism for All” theme gives us an opportunity to promote universal 
accessibility while encouraging the tourism industry to cater for all South Africans. 



The theme promotes tourism to all South Africans irrespective of financial status, 
gender and race. To ensure this, the department is working hard to ensure that all 
South Africans experience tourism and its benefits derived. 

It is a very opportune time as it reminds all tourism stakeholders that service 
excellence is a critical element of the strength of the tourism industry within our 
province and nationally as well. 

Each and every person working in the provincial tourism industry, be they the owner 
of a large tourism business or a junior staff member working in a tourist information 
office, must take full responsibility for being appealing our visitors and clients. We 
must also take hands and motivate each other to keep improving the level of client 
service in the provincial tourism industry.  

Program Director, let us all adopt the positive attitude of striving to do just that little 
bit better, not only because we can, but also because we acknowledge that providing 
excellent service to our visitors all of the time is the one vital ingredient of a 
competitive and highly successful Destination Northern Cape. 

To those who did not win today, you are all regarded as winners in your own right, as 
tourists and clients would not have voted for you through the social media if they 
were not satisfied and impressed with your services. I would like to see you again 
participate in this competition next year, and I wish to encourage you to always 
explore new ways and means to increase your service excellence at your 
establishments. 

All of our winners have not only set the standard for global excellence, but they have 
also demonstrated why our province will continuously attract more and more tourists 
from all over the world. However, the winners are in for a new challenge, which is to 
maintain and improve on the current level and standards of service excellence within 
their establishments. 

In conclusion, I wish to congratulate all winners today, well done to you all, and I 
wish to reiterate my plea to them to become real tourism service excellence 
ambassadors in our province. 

I thank you. 

 

     

 


