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1 Introduction 

The aim of this thesis is to create a handbook/manual designed to help anyone working in the job 

of operator/coordinator at Lapland Safaris Hetta. The role has previously been fulfilled by person-

nel who have been with the employer for extended periods of time, and therefore have gained 

practical and theoretical knowledge and expertise in regard to the position from experience without 

specific training or up-to-date documents. This thesis focuses only on the specific role within the 

organization and does not take into account other positions of the same name within the company 

nor is it applicable to other roles as it is. The outcome, a manual, will not on its own be a sole re-

source to take into account everything regarding the position, but rather an additional supportive 

document where general information may be found from. The author of this thesis has worked in 

the role, without having specific material to derive information from, leading to the idea of creating 

a manual.  

The author has worked in the topic role for a season as well as in other duties within the commis-

sioning company. The job includes onboarding of other employees, which have more streamlined 

guides and practices already in place, but the role in particular is lacking clear written instructions 

itself. During the authors employment in the company, he has gained practical hands-on experi-

ence on the role and its specifics. Some other tasks besides onboarding that are a part of the job 

are resource planning, scheduling, customer service, sales and invoicing, all of which have their 

own intricacies that someone completely new to the role may find challenging.  

The authors own onboarding process for the role was largely based on word of mouth and live on-

site coaching, which brought up the idea of having a written manual as a supportive resource. 

While a manual will not completely replace all the other types of onboarding/training methods, it 

could prove to be useful when no other people are present to answer questions. As shift schedules 

vary from employee to employee, times when no one else is present occur from time to time. Dur-

ing the authors employment there was always someone to contact even outside of office hours, but 

as time goes on that situation is prone to change and is not sustainable in the long run.  

If deemed useful, the manual can used starting from the next applicable season. It can be used to 

give a new employee an idea of what they are expected to do in their job and also utilized along 

the way as a reminder of the processes. It describes the methods of work used previously, but 

does not limit the reader to follow it religiously. To further enhance the product, notes should be 

taken during its use and those be applied as corrections or additions to the existing manual. It 

could also be embedded in already existing training materials to have all such information together 

in one place. 
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1.1 Thesis content 

This thesis explains the theoretical background behind the product and its content. Chapter two in-

troduces the reader to the commissioning party and its operations, chapter three focuses on the 

theoretical background in the process, chapter four describes the process and execution itself, 

chapter five gives the reader a look at the results and thoughts on future considerations, and finally 

chapter six shares the authors thoughts of the process. 
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2 Commissioner introduction 

This thesis is commissioned by Lapland Safaris, the employer, at the time of writing, of the thesis 

author. Lapland Safaris is the largest and most experienced program services provider in the Nor-

dics, being founded in 1982 in Muonio, Finland. Nowadays Lapland Safaris operates in several 

destinations in the Finnish Lapland offering experiences and excursions for adventure-seekers 

from all over the world. The operations are heavily based around the winter season, but summer 

activities are also organized, be it in less capacity than during winter. The core products and ser-

vices during winter are guided safaris on snowmobiles and snowshoes, husky-safaris, and other 

similar excursions in the nature. Lapland Safaris is a part of the same organization together with 

Lapland Hotels and Lapland Ski Resorts. (Lapland Safaris 2023.) 

The Lapland Safaris destination in Hetta is based in Lapland Hotel Hetta, where the largest clients 

in the wintertime are travel organizers, such as TUI and its subsidiaries. The core of the operation 

in Hetta is centered around serving clients traveling with said organizers on package holidays but 

serves individuals as well. The Hetta destination, at the time of writing, is focused on British clients 

traveling with TUI UK during the Christmas season in December, and on Dutch clients traveling 

with TUI Netherlands (TUI NL) from late December to late March. 
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Figure 1. Hetta on a map 

The excursions offered in Hetta are organised within close proximity of the client’s accommodation 

in the hotel. These excursions include snowshoe hiking, husky- and reindeer tours and rides, as 

well as various kinds of safaris on snowmobiles. In Figure 2. an example of a typical week of activi-

ties can be seen. Cells marked in yellow indicate the departure and arrival times of a group clients, 

from which the reader can infer that per week there are two separate groups of which one stays for 

three days, while the other stays for four days. Green cells in the figure indicates activities that re-

quire the direct involvement of the coordinator in some capacity. Red cells show the times where 

the coordinators stake is not directly necessary.  
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Figure 2. An example of a typical week of client activities. 
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Within the municipality there are other service providers which offer similar types of services, some 

of which are also suppliers for Lapland Safaris. As Lapland Safaris does not, at the time of writing, 

have their own husky or reindeer farms in Hetta, collaboration with these suppliers is vital to ensure 

clients do not have to travel long distances to other destinations to experience all the activities. 

Some of these suppliers are independent entrepreneurs, transportation providers and other local 

businesses. Tight cooperation between other Lapland Safaris offices and locations is also neces-

sary as some tasks cannot be completed in Hetta due to lack of resources, snowmobile mainte-

nance for example.  

 

Figure 3. Snowmobile activity being prepared before clients arrive. (Päivärinta 2023) 

Clients travel from abroad to enjoy the pristine nature and clean air, to visit Santa Claus during 

Christmastime and scratch seeing the northern lights off their bucket lists. Christmas sees lots of 

families with children traveling to the north, meaning that the offering should account for the 

needs of the children as well. Outside of the Christmas season, travelers are often couples or 

small groups of friends who come to enjoy the same things, albeit with a little less festivities.  
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A new season often brings new employees as well, creating what some might call a bit of a 

hassle already before the tourists arrive. These new seasonal employees are most often 

employed by an employment agency which is a part of the same organization with Lapland 

Safaris. The agency handles the recruitment and other human resource tasks in close 

cooperation with Lapland Safaris, but daily matters and questions are seldom forwarded to them 

and therefore the coordinators responsibility.  

Visit Finland (2023) says travelers are becoming more and more vary of the impact their journeys 

have on the climate and some choose their next destination based on the actions taken to 

combat that. Lapland Safaris is accredited with the Ekokompassi -certificate, which is an 

externally audited program carried out by the Finnish Association for Nature Conservation, 

proving its commitment to a more sustainable future. (Lapland Safaris 2023) Currently the 

snowmobiles used in the activities organised by Lapland Safaris are market leaders in terms of 

their emission levels and all carbondioxide-emissions are compensated by funding destinations 

holding the Gold Standard -certificate by the World Wildlife Foundation. With the advancements 

in electric vehicle technology, fully electric snowmobiles will begin operating in some Lapland 

Safaris destinations from the 2023-2024 season onwards.  

Lapland Safaris also hold the Sustainable Travel Finland (STF) -label, which is granted to travel-

related businesses in the forefront of leading the industry in environmental, socio-cultural and 

economic development. The criteria to receive the STF-label are: 

-Commitment 

-Increasing know-how 

-Development plan 

-Responsible communication 

-Certification & Auditing 

-Verification and measurability 

-Agreement & Continuous development. 

(Visit Finland 2023) 
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3 Training & work environment 

This chapter focuses on the theoretical framework surrounding the process of new employee train-

ing and the reasoning behind the usefulness of a guiding manual. Seasonal work and its character-

istics are also touched upon.  

3.1 New employee training 

According to the Occupational Safety And Health Act (23.8.2002/738), an employer is responsible 

for the introduction and training regarding work itself, the workplace, work- and production methods 

and the safe use of all related processes and methods. The law also states that, especially with 

new hires and new roles and responsibilities, the training is to be taken care of thoroughly and ac-

cording to the skills and experience of the employee.  

When preparing to train a new employee, the manager should start preparing for that prior to the 

scheduled first day on the job to save valuable time. Training usually begins with an introductory 

period before moving into more detailed aspects, and in some cases, depending on company poli-

cies, training material may be provided already before the first day on the job. (Hyppänen 2017) 

When training a new employee, it is important to consider that it is also more than just obeying the 

law and going by the book. With proper training, employees get familiar with the people they work 

with, get to see their part in the big picture of the organization and create a positive mentality to-

wards their surroundings. (Kangas & Hämäläinen 2007) 

3.1.1 Onboarding  

Onboarding is the process of making a new employee acquainted with their new employer, its 

ways of working and the work community. For the employer, a successful onboarding process 

helps in getting the new employee more productive in a shorter period of time, thus returning the 

costs of recruitment sooner as well. (Kjelin & Kuusisto 2003, 9-10) Costs of onboarding may 

include all the material and equipment needed, such as computers and accessories, training days 

and the work hours used during the process by managers and any other employees involved. 

(Anderson 2019) 

According to Michael Armstrong (2009), premature resignations may be lessened with onboarding 

when the employee knows the workplace, its habits and their own role well, as opposed to 

someone who feels unsure about their place in the company. When an employee is comfortable 

with their work setting, they tend to be more motivated to perform up to high standards and stay 
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with the company for longer, which means new recruitments are not as frequent, which in turn 

reduces costs.  

Onboarding itself can be divided into two: general onboarding and role-specific onboarding. In 

general onboarding, an employee gets acquainted with the company and the culture within. In role-

specific onboarding, an employee is introduced to more specific matters regarding their own role 

with the goal to perform efficiently in their new position. (Dávila & Pina-Ramírez 2018)  

Employees’ experience and knowledge are assets to hold on to as the knowledge can be 

transferred to new employees through direct training and observation of pre-existing employees. 

Adequate guidance and support is vital for an employee to be on the top of their game, and when 

an onboarding system can function effectively in different situations, it helps. (Stein & Christiansen 

2010) 

3.2 Manuals, their benefits & restrictions 

An employee manual is a document providing the reader with information about the company, defi-

nitions, expectations and the like. Providing a new employee with a manual early on gives them 

clear written instructions that help prevent misunderstandings, familiarize them with the company 

and steer them on the right path. (Guerin & Delpo 2015) 

According to Lawson (1998, 3-9), an employee manual has several benefits to both employee and 

employer. Lawson states that a manual promotes the understanding of company policies, credibil-

ity and employee obligations. Providing a new hire with a copy of the manual creates a favorable 

impression and gives a framework of expectations that lets the employee get off to a good start in 

the company. A manual can prove to be an effective time and cost-savings method as it may help 

avoid lengthy periods of time where information is searched for. The manual can also be effective 

in convincing prospective employees to join the company when handed to them, as it provides a 

clear path of what is expected of them and what kind of processes are used. 

Employees spend nearly 20% of their time looking for information to do their jobs in an effective 

way. A manual can be helpful in reducing the time, when done in an easy-to-use way. (Bersin & 

Zao-Sanders 2019) 
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3.3 Seasonal work 

According to the Finnish Immigration Service (Migri) (2023), seasonal work is defined as work in 

agriculture and tourism, which ties itself to a certain season or seasons of the year, and which re-

quires significant decrease of labor outside of the season. Seasonal work cannot last longer than 

nine months within a twelve-month period.  

Atkinson (1984) says the workforce can be segmented into two; core employees are permanently 

employed and often possess expertise on specific subjects. Peripheral employees are those who 

do not have permanent or full-time jobs, such as those hired to fill the need during seasons of 

higher demand.  

Investing in existing employees is more economical than training new ones, as it takes time and 

resources to recruit, hire and train new personnel. Existing personnel have already been through 

the process, developed their skills and gained company specific knowledge, therefore the initial in-

vestment does not need to be replicated. (McKee 2022) 

Research suggests that an employee with higher educational background is more likely to look 

elsewhere for more permanent and professional career opportunities rather than to return to their 

seasonal job. (Šošić et al. 2018) 

3.4 Supervisors 

Good supervisors know how to create a motivational environment for their subordinates to perform 

to the best of their abilities, they know how to plan and organize employee involvement and how to 

communicate effectively. New supervisors on the other hand can often be inadequately prepared 

to lead people as they are often promoted from a narrow task that seldom deals with leadership to 

a position that requires them to make sure everything gets done smoothly. (Biech 2015, Chapter 1) 

Biech (2015, Chapter 2) mentions that people quit because they believe their managers and super-

visors lack the skills to keep them happy. She states that learning to be a supervisor is not an easy 

feat and cannot be covered with one-off training courses to cover all the nuances of the job and 

new skills required to be effective in what they do.  
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A supervisors training has a positive effect on company performance as a whole, making it worth-

while for a company to invest in the training of their supervisors. Time spent in training improves 

involvement and innovativeness which can lead to new and improved methods of working, helping 

everyone involved. A positive, well trained and knowledgeable supervisor can help spread the work 

environment with positiveness and encouragement which in turn create a healthy atmosphere for 

other employees to feel happy to be in. (Barba Aragon, I. & Sanz Valle, R. 2013) Furthermore, 

Feltrinelli et al. (2017) say that off-the-job formal training investments aimed at middle manage-

ment are effective. Human capital investments in middle managers make for a key strategic deci-

sion that allows a company to improve its productivity in the long run.  
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4 Purpose, benefits, and structure of the project 

The purpose of the manual is to reduce the time needed to search for information regarding pro-

cesses and to create a supportive document that can be utilized in the onboarding stage of a new 

employee. Reducing the time of searching for information gives the employer a direct way to re-

duce salary costs by cutting from the man hours used. In some cases, this cost is multiplied when 

several employees are needed to solve an issue, and thus interrupting their workflow. 

The position is a supervisory role which means general knowledge of all the aspects, including 

those of other employees under one’s supervision, is good to have. Knowledge of general laws 

regarding employment and collective agreements is also important. 

The role is a seasonal one, which means an employee in the role might not be returning for the 

next season, and therefore a new person may be hired for the position. Having a structured man-

ual helps to streamline the onboarding process and gives a practical guideline of tasks.  

4.1 Structure 

The manual is divided into several chapters, each describing their respective topic, its processes, 

and key details of the work. The structure and flow of the manual is linear, starting from the ba-

sics that begin when entering the role and then proceeding to more specific processes and work-

flows. It does not give detailed instructions considering problem-solving or reconciliation as topics 

similar to those are treated on a case-by-case basis.  

The manual describes the work and software as is during the time of writing and does not go into 

technical detail on the specifics of the systems, as they are likely to change over time. 

The structure is formatted as text only to prevent distractions and to keep the information in a 

concise package where it can be easily found.  
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4.2 Content 

The content of the manual starts with introducing the company as a whole to give the reader a 

quick overview of the company structure. It then proceeds to describe the time before the season 

starts, what should and should necessarily not be done and how to do it. How to prepare for the 

arrival of new employees and how to make them feel acquainted with their new job and surround-

ings are also touched upon.  

The manual then describes the software in brief, before going into more detail on the main tasks 

concerned where it then splits activities into subchapters according to the topic and importance of 

the content.  

In a hectic environment one could lose track of time and their own energy and quickly become bur-

dened with too much going on at once, so the manual also reminds the reader to take themselves 

into consideration as well.  

4.3 Limitations & connections 

As mentioned previously, the manual will not by itself be a sole resource to fall on, but rather 

supportive material to quickly gain an understanding of the different tasks and practices used. The 

first iteration of the manual is built based on the experience and knowledge of the author gained 

during his time working in the role and is therefore limited in information of other times, however, 

most topics have remained and are likely to remain rather similar.  

Other Lapland Safaris destinations may have their own material similar to this, but they are not 

taken into consideration at the time of creating the Hetta -specific manual as the coordinators 

duties vary between destinations.  

4.4 Project execution 

The thesis project started in early March 2023 and ended in late May of the same year. It first 

began as a short lived idea of the author, but later turned out to be a feasible topic that could be 

useful. 

The research started with the search for relevant literature and prior research of the same nature 

and then proceeded to form the outline of the manual itself based on the knowledge attained. Much 

of the information is company internal and specific to the role in question, and therefore could not 

be found externally.  
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Once the outline was ready, it was time to implement the learnings and build the structure for the 

manual in a way that made sense to the author and makes sense to the reader. Commissioner 

requests were also taken into account.  

 

Figure 4. Project steps. 
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4.5 Project timeline 

The project started in early March 2023 and lasted until late May 2023. The product and its content 

was finished largely during April, but adjustments were made in May after receiving commissioner 

feedback. The base structure for the thesis was formed in the early stages, but required more 

adjustments and additional research after consultation sessions with the thesis advisor. The 

schedule was quite open-ended on the authors side, and the ultimate goal was to finish it before 

June.  

 

Time Task 

1.-31. March Early planning, building the frame of the 

manual, completing the introduction, forming 

the frame of the manual 

1.-30. April Research, writing the thesis, completing the 

manual 

1.-15. May Research, writing the thesis, reviews 

15.-31. May Reviews, completing the thesis 

Table 1. Project timeline. 

4.6 Communication with the commissioner 

Communication between the author and the commissioner was handled over email and Whatsapp 

messaging, as well as face-to-face during the beginning. The bulk of the project and its contents 

was agreed face-to-face at the start and communication during the project was kept minimal 

thanks to the author having been given freedom to do things as he sees best.  

Feedback from the commissioner regarding the manual was requested towards the end of the 

process, and it was positive. Minor adjustments have been made accordingly, including some 

changes in formatting and wording, which resulted to a satisfactory outcome. The thesis itself was 

sent over to the commissioner as well at the same time, but no comment was made on that.  
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5 Conclusion 

The end result of this thesis project is a digital file in written format describing the most common 

aspects of the coordinators role at Lapland Safaris Hetta. It should be made accessible to anyone 

taking on the role to give a quick overview of the responsibilities and tasks expected of them.  

The manual is built in a standardized, company-formatted text file, in which it can clearly be seen 

who it concerns, with page margins indicating the company image. 

The manual can be seen on Appendix 1. 

5.1 Description of the manual 

The guide first describes the environment in which the work is done, the employer and some 

specific matters, such as where to find something, who to contact and how to plan the upcoming 

season. A list to write contact information of any entity of interest on is also included at the very 

start.  

The manual then goes on to describe the tasks that are to be finished before the season starts, 

some of which may already have been completed by someone else within the organisation. In the 

same part of the manual, a brief description of the most commonly used computer software is also 

written, but it does not go into detail on those, as the specific software already have their own how-

to guides and training courses.  

The following parts touch more on the human resources side, describing how, why and when to 

contact new and returning employees, what their specific roles include and what to take into 

consideration when dealing with them.  

Moving on, the manual reaches the start of the season and the time when the first customers 

arrive. It describes the operation of the first tour operator -client as a whole and gives insight to 

how the ball starts rolling forward. The manual details the part of the third party tour operators’ 

responsibilities during the Christmas season, what their employees are to do and how the 

coordinator should co-operate with them. Within this section, the manual also details the activities 

that are specific to the Christmas season and the tour operators’ offer. As airport transfers are 

included in the offer, the operation surrounding those is also described.  

After the Christmas season is over, the manual moves on to cover the rest of the season and its 

characteristics. As the tour operator changes, so do some of the activities and tasks with it, 

specifics of which can be found in the manual. As not all offerings change, mentions of the 

similiarities can be found within.  
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The manual ends with a chapter dedicated to well-being on the job. As the role requires the 

employee to physically be situated in Hetta for most of the duration of the job, it can create 

challenges to someone moving there from far-away. Reminders of remembering to take oneself 

and their wellbeing into account are found in this chapter, but it is not meant to be a self-help guide 

or something alike.  

5.2 Plan for following up and feedback 

First assesment of the manual could be done in chronological segments, starting from the earliest 

relevant topic and advancing to the latest. Company information and policies can also be added or 

removed accordingly.  

Notes per segment of the manual should be taken as relevant issues or topics of interest come up. 

These notes should be either stored as information to be adapted into the manual in the future, or 

be directly added by the person taking the notes, as per their discretion. As the manual is not an 

imperative part of the job, all more urgent work should be completed first and the manual be left 

until the adequate resources are available. As the season comes to a close in the early spring, 

there should be time that may be used to update the manual. The update can be done by the 

person(s) working in the coordinator -role, their supervisor or anyone with stake or insight into the 

topic.  

5.3 Further development 

The manual will likely go out of date sooner or later, and therefore should be updated regularly. 

Updates can be made by anyone with access to the file, but should be done by someone with 

accurate information of the topic in question, for example, the person working in the role or their 

supervisor.  

As the role evolves and completely new resources and responsibilities may become available, 

revisions of the manual should be made with consideration of the importance of the topic.  

First assesment of the manual may be done during or after it has been put to use. Feedback 

should be gathered from the parties involved, such as supervisors and the person(s) who use the 

manual. Notes of what is and is not relevant in the manual should be taken for future reference if 

the manual id to be updated or revised. This will allow for proper context and editing of the manual 

to be as accurate, and therefore as useful as possible. 

According to Hackel (2020) the operations manual of tomorrow functions like a website and is 

interactive, has searchable and accessible content and has direct links to appropriate training 
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embedded within. Considering the previous, the manual could technically be integrated to be a part 

of the Lapland Safaris intranet already in place where other training material can be found. 

Embedding it as a part of already existing material would be a logical step to ensure it does not get 

lost or misused. 
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6 Discussion 

The thesis project was originally planned to begin in autumn 2022, perhaps even earlier during the 

summer of that year, but was prolonged due to the then-to-be commissioner backing out of it. The 

entire autumn and early winter was then spent searching for another potential commissioner, as I 

wanted to have my thesis be of use to someone to solve an issue or help in business case, instead 

of doing an unrelated independent research project. During early 2023 I was in talks with a couple 

of possible commissioners, but those too turned out to be false promises. I then shared the idea of 

creating a guidebook with the company I worked in and proceeded to continue with that.  

As the topic is unrelated to my degree programme in Aviation Business, not in my comfort zone 

and outside of my passions, it did not make for an easy process. However, the experience of 

having worked in the role in question helped in forging the outline of the project. Most of the actual 

writing and research was done during May due to relocating, work and other personal matters, so 

the timeframe also got skewed a bit.  

6.1 Own learning 

Overall I am somewhat satisfied with the result, moreso with the product itself over the thesis. If I 

were to complete the whole thesis process again, I would put more emphasis on staying on 

schedule and would request feedback earlier on, both from the advisors and the commissioner. 

More discussions about the structure and content could have also been useful.  

I learned a lot about human resource management and the importance of training in the workplace 

during the process, and feel like I could now be able to spot errors in my own work more 

frequently. I read through many other bachelor’s thesises during the process and grew to 

appreciate the academic achievements of certain authors more.  

Would I start another thesis-type paper again straight away? Absolutely not, as the process is time 

consuming and very exhausting and stressful at times. On the other hand, sometimes I felt like 

researching and writing was somewhat calming in a way that helped me get my mind off other 

things and purely focus on the task at hand.  
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Appendix 1. Coordinator manual – Hetta 
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