Terms of Reference

Chief Tourism Officer, Standard and Compliance Division, Department of
Tourism

Position Information

Job Title: Chief Tourism Officer

Division: Standard and Compliance Division
Department: Department of Tourism

Location: Thimphu

Employment Type: Regular

Reports To: Director of the Department of Tourism
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2. Purpose of the Position
The Chief Tourism Officer (CTO) shall lead the Standard and Compliance Division under the
Department of Tourism, Ministry of Industry, Commerce and Employment (MolCE),
overseeing the function of the division involving strategic leadership and operation
management of the division as follows:
e Oversee formulation of long-term and annual tourism strategies, plans and programs
and recommend inputs to policy decisions.
e TFormulate strategic objectives and priority action plans for the Division and ensure its
implementation
e Review, evaluate and monitor the implementation of plans and programs to ensure
achievement of goals and objectives through effective management and
implementation.
e Ensure that the tourism sector keeps abreast of the current developments and future
growth prospects in the domestic, regional and international tourism industry.
e Leading multidisciplinary teams of tourism officials, inspectors and compliance
officers.
Setting annual performance targets.
Representing the organization in national committees and international forums.
Managing change and driving continuous improvement.
Promoting ethical, transparent, and evidence-based regulatory practices.
Building a culture of professionalism, accountability, and service excellence.

3. Key Responsibilities of the position:

Ensure that tourism businesses, destinations, and services meet national standards, legal
requirements, and industry best practices. The role combines policy implementation,
regulation, quality assurance, inspection, enforcement, and stakeholder engagement to
improve the competitiveness, safety, and sustainability of the tourism industry. Some of
the key responsibilities are as follows:

e Oversee formulation of tourism services and make consistent plans aligned to the
missions of the Department and RGOB policies, objectives and recommend mputs
and changes to policy decisions.

e Formulate broad objectives and plan proposals indicating the annual targets and
performance indicators of the Division.
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3.

Execute plans and programs as approved by the RGOB and ensure responsible
tourism development.

Review, evaluate and menitor the implementation of programs and projects to ensure
that the tourism sector achieves long-term goals through effective management and
implementation of tourism services requiring advice and corrective actions to the
management on standards related policies and regulatory reforms.

Lead the development and review of tourism standards and operating guidelines
which are aligned to national standards and adopt international best practices and
market expectations.

Coordinate stakeholders consultation meetings and recommend revision of guidelines
to address emerging tourism needs.

Establish and oversee compliance monitoring systems to ensure fair, transparent and
consistent enforcement of tourism regulations.

Ensure to meet the required standards before issuance of license, supervise the
classification of hotels to promote and recognize excellence and sustainability.
Promote quality assurance through development/review of quality assurance
frameworks and customer complaints and service performance analysis.

Ensure compliance with health and safety requirements, coordinate investigations
when required and develop risk mitigation measures for tourism operations.

Develop compliance manuals, inspection guidelines and educational materials and
build the capacity of tourism operators through training and awareness programs.
Collaborate with relevant stakeholders such as government agencies and the private
sector.

Analyze inspection data to identify systemic issues and recommend policy
improvements.

Maintain databases on licensed establishments, inspections, and compliance status.
Ensure efficient utilization of financial, human, and technical resources.

Key Competencies

effective Head of Standards and Compliance should demonstrate:
Strategic leadership

Regulatory and legal knowledge

Policy development

Quality management systems

Inspection and audit management

Risk assessment

Negotiation and stakeholder engagement
Analytical and problem-solving skills
Decision-making under pressure
Communication and report writing

Team leadership and people management
Integrity and ethical judgment

Core Mandate and Function of the Division

The Standards and Compliance Division shall develop, implement, monitor, and enforce
tourism standards, regulations, and quality assurance systems to ensure that tourism
establishments and services operate in compliance with national laws and industry
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standards while promoting excellence, visitor safety, sustainability, and consumer
confidence. Following are some of the core functions of the SCD:
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Development of tourism standards through policy review and regulatory
improvement.

Ensure seamless customer service delivery

Licensing and registration support

Classification and grading of tourism establishments

Professionalise the industry workforce for learning and career growth
Capacity building and awareness to tour operators

Industry quality assurance program

Quality assurance and service excellence including consumer protection
Crisis Management and Response to strengthen safety and security measures
Strengthen Complaint Redressal System

Compliant handling and investigations

Strengthen stakeholder partnerships and engagements

Compliance monitoring

Inspection, compliance and tourism regulations

Monitoring and reporting

Qualifications and experience

Education

Minimum of a bachelors degree preferably in Tourism

Training
- Advanced training in Tourism management and/or equivalent.
- Training in Administrative and Management

Work Experience
Minimum of 10 years in Administrative and Management preferably in Tourism

Knowledge / skills:

- Should have a good command over written and spoken Dzongkha and English.

- Should have good skills in dealing with diverse stakeholders

- Should have good skills to enforce regulations

- Should have a good command of digital systems and platforms

- Knowledge on principles and various aspects of tourism and related fields and
the mission of the Department and overall priorities and objectives of the
government will be an added advantage
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