TTO1 Sell travel-related products and services

Unit summary

What is the unit about?

Customers are increasingly aware of the choices available to them when booking leisure or business travel
and any additional services that they need. This may be partly due to the availability of online resources for
finding information and making tailored bookings, but it means that customers turn to travel practitioners for
expert advice and help, beyond providing very basic information and copies of brochures!

It is important that customers are aware of the most suitable products and services that are in line with their
needs. It is part of the practitioner’s job to help define those needs in order to offer the most suitable
products.

This unit describes the competence needed to sell leisure or business travel services along with other
products or services needed by the customer to complete their travel experience.

Who is the unit for?
The unit is recommended for all staff in contact with customers and responsible for ensuring that the
customers’ needs are met in line with the products and services available from the organisation.
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Outcomes of effective performance

1b

1c
1d
1e

2f.
3.C

3f.

You must be able to:
1. Identify customers’ travel needs, so that:
1a. travel products and services that best match the customer's needs are identified and offered

2. Promote the features and benefits of travel products and services so that:
2a.

2b.
2c.

2d.
2e.

3a.
3b.
3c.
3d.
3e.

. customer information is recorded, processed and stored to meet the organisation’s procedures and
legal requirements

. any additional requirements of the customer are identified
. customers are presented with clear responses to queries, and solutions to issues

. the customer receives clear and accurate information on travel services, costs, legal requirements
and additional services at the close of the sale

customers are sold travel services that match their needs and are in line with organisational
policies

those features of travel products and services that accurately match the customer's needs are
clearly explained and customer understanding is confirmed

benefits are promoted clearly, accurately and in a way which generates further interest from the
customer

customers are given opportunities to fully discuss and explore features and benefits
customers’ objections are dealt with positively
relevant terms, conditions and legal requirements relating to the sale are described clearly

lose the sale, so that:

customers’ intention to buy is sought at a suitable time in the discussion

extra travel products and services are identified and sold effectively

the total cost of all products and services is given to customers

any follow-up with customers complies with organisational and legal requirements
customers are positively reassured following their buying decision

the sale meets your organisation's procedures and legal requirements

Behaviours which underpin effective performance
Greet customers in a prompt, friendly and confident manner
Establish and maintain a positive relationship with customers so that the exchange is a positive and
friendly one
Find out your customers’ needs by using suitable questioning techniques and effective listening skills
Record customers’ information accurately and maintain adequate confidentiality
Demonstrate a clear understanding and awareness of the range of different customers and their
needs
Promote travel products and services in accordance with your organisation's policies and procedures
Handle queries in ways that promote sales and/or requests and build customers’ confidence
Remain open and flexible in responding to customers, following their cues and using suitable
questioning techniques and listening skills
Take opportunities to promote new and different possibilities to enhance customers’ experiences.

Scope

Ccru

- ext

The items below describe a variety of circumstances for which evidence may be required:
- travel products and services: package holidays, flights, accommodation, ferry travel, coach, rail,

« additional requirements: dietary, health, mobility

point, accommodation, pre-bookable excursions and tickets, tour operators’ extras, ski packs, upgrades,
other transport, passports and visas.

ises

ra travel products and services: car hire, VIP lounges, car parking, transport to and from departure
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Knowledge and understanding

General knowledge and understanding
You must know:
« sources of information (paper-based, computer-based) relating to products and services and how to use
and interpret them

« how to use selling techniques, including: establishing rapport, investigating needs; matching up needs
and wants; presenting features and benefits; offering alternatives; gaining commitment and closing the
sale

« how to communicate effectively with customers in different sales situations

You must understand:

+ the main principles of service and information provision to customers

« the importance of up to date information systems

« the need for confidentiality and the implications of data protection legislation

- the relevant parts of the disability discrimination legislation and its implications when giving advice and
information to customers

+ the main requirements of legislation when dealing with customers

Industry-specific knowledge and understanding
You must know:
* names, locations and conditions of popular destinations and travel geography; features of destinations.

- the different types of accommodation, e.g. hotels, self catering, guest accommodation, caravan, camp
sites and holiday centres; room types, facilities and meal basis

« the different methods of paying for travel services

« how to use and interpret brochures and timetables to provide information and costings
« how to identify and interpret booking conditions and specific restrictions relating to the products and
services offered by your organisation

You must understand:

« the contractual responsibilities of the lead passenger

« the main and current trade codes of practice when selling leisure or business travel

« why it is important to ensure that information provided to customers is accurate and up to date

« consequences of misrepresentation (e.g. in the context of brochure amendments and or updates) during
discussions with customers

Context-specific knowledge and understanding
You must know:
+ the range of the organisation’s available products and services
+ key features of the products and destinations which are popular with your organisation’s customers

* your organisation's policies and procedures relating to the sale of products and services and the
importance of following them

» where information can be found on services
« the range of technologies available to you and how these can be used

« your organisation's and any legal requirements for advising customers (e.g. retail-related requirements,
booking conditions and insurance requirements, including current, applicable regulatory guidelines for
insurance selling)

You must understand:
How the package of travel and additional services can be combined to match the needs of customers
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TTO02 Process travel services bookings

Unit summary

What is the unit about?

Travel services bookings need to be processed accurately and quickly, making sure that customers’ details
are captured and that all post booking documentation is up-to-date and available for customers.

In recent years with the advent and increase of electronic bookings, and the reduction in travel ticket issues,
it is particularly important that post booking documentation is completed accurately and quickly for ease of
availability to customers.

Who is the unit for?

The unit is recommended for all staff in contact with customers and responsible for ensuring that travel
arrangements are confirmed and processed speedily and accurately after products and services have been
sold.
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Outcomes of effective performance

1f.

1i.

You must be able to:

1. Complete booking administration, processing and issue of documentation and additional
services so that:

1a.
1b.
1ic.
1d.

1e.

1g.

1h.

customers’ details and booking arrangements are accurate
appropriate booking systems are used correctly, safely and securely
customers’ information is recorded accurately and confidentiality is maintained

documentation is processed promptly after the booking is complete, following the organisation’s
and suppliers’ procedures

customers and suppliers have confirmation of the services booked

correct copies of travel and other documentation are issued to all the relevant parties within the
timescale needed and according to your organisations procedures

travel and additional services documentation is updated promptly and accurately where
necessary

any discrepancies are dealt with promptly

booking information and documentation is handled and stored securely following the organisation’s
procedures and legal requirements

Behaviours which underpin effective performance
Work methodically and with an eye to detail
Refer all matters outside of your work responsibilities or experience to the relevant person
Work speedily and accurately

Scope

The items below describe a variety of circumstances for which evidence may be required:
+ Booking: package holidays, flights, accommodation, journey, travel, coach, rail, cruise

+ Additional services: car hire, VIP lounges, car parking, transport to and from departure point,
accommodation, insurance, pre-bookable excursions and tickets, tour operators’ extras, ski packs,
upgrades, other transport.

+ Documentation: pre-issued, on departure, e-tickets, or ticketless

© People 1st, Travel & Tourism
Final version approved September 2009 Page 2 of 3



Knowledge and understanding

General knowledge and understanding
You must know:

« current industry codes of practice and legislation regarding leisure or business travel ticket-issuing
responsibilities

You must understand:

« the principles of the licensing and controlling authorities rules

+ the importance of accurate and secure record keeping

* how legislation affects the ways in which you record and store personal information

Industry-specific knowledge and understanding
You must know:

« the types of travel documentation that can be issued and completed

» how to process booking documentation, monitor and log bookings

You must understand:
+ booking terms and conditions
 abbreviations and terms used on travel documentation

» methods of making documents available to customers

Context-specific knowledge and understanding
You must know:

* your organisation’s and suppliers procedure for completing manual or computer bookings
« the types of travel documentation for your organisation

+ the types of customer information that must be recorded and means of maintaining necessary
confidentiality

» how to use current travel services booking systems

You must understand:
« the consequences of booking errors or incorrect issue or process of documents
« the importance of accuracy in documentation
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TTO3 Process travel and tourism services
payments

Unit summary

What is the unit about?

This unit describes the competence of handling a wide variety of methods of payment for
travel and tourism services. The unit covers receiving and storing payments, issuing related
documentation and maintaining the security of payments received.

Who is the unit for?
The unit is recommended for staff engaged in the receipt of different types of payment by a
variety of means through direct contact with customers.
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Outcomes of effective performance

You must be able to:
1. Receive payments so that:
1a. customers are aware of the final total amount to be paid

1b. customers are aware of the methods of payment that are acceptable, and any charges or
restrictions that may be attached

1c. the organisation’s policies and procedures are followed regarding payment discrepancies, non-
cash payments, transaction values, and limits

1d. change given for cash payments is accurate
1e. the security of cash and other payments is maintained

1f. correct procedures are used to maintain confidentiality of customers’ purchases and payment
information

2. Issue receipts and store payments so that:

2a. all internal payment records are competed accurately and follow the organisation’s procedures
2b. customers receive legible and accurate receipts

2c. all payments are stored securely and protected

Behaviours which underpin effective performance
e Be courteous to customers at all times
e Take prompt action to rectify mistakes if necessary
e Give and explain any information required by customers clearly and accurately

Scope

The items below describe a variety of circumstances for which evidence may be required:

e Methods of payment: credit card, debit card, personal cheque, traveller's cheques, vouchers,
cash

e Payment discrepancies: out-of-date card, card not authorised, fraudulent use of card,
incorrectly completed cheques, incorrect cash amounts, seemingly counterfeit notes, notes out
of circulation

e Protected: from loss, from theft
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Knowledge and understanding

General knowledge and understanding
You must know:
legislative requirements relating to processing payments and recording customers’ information
the difference between charge, credit and debit cards
types of fraudulent card transactions
the charge back process
security features used by major card companies
factors in sales transactions that could indicate potential fraud
chip & pin procedures
how to handle customers when dealing with payment discrepancies
how to calculate amounts due correctly
how to confirm receipt of payments and giving change to your customer

You must understand:
e relevant current currency control regulations applicable to payments for foreign exchange
including money laundering provisions
e the importance of following procedures when receiving and receipting payments from customers
potential consequences of incorrect calculations and payments
e the risks associated with transactions when the cardholder is not present and how to reduce the
risk.

Industry-specific knowledge and understanding
You must know:
e the changes that apply to different methods of payment and the implications for both your
organisation and customer
e who to contact if you need information, advice or payment authorisation

You must understand:
e duties and responsibilities in current industry legislation and codes of practice

e your own authority levels for handling non-cash payments and dealing with payment
discrepancies

® code ten and conventional authorisation procedures

Context-specific knowledge and understanding
You must know:

e your organisation’s procedures for

i) receiving, handling and receipting payments

i) storing payments

iii) dealing with payment discrepancies
e how to complete payment related documentation required by your organisation
e procedures to follow in emergency situations relating to payments

You must understand:
e payment methods acceptable to your organisation
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TT04 Assist customers prior to and after travelling

Unit summary

What is the unit about?

This unit describes the competence required to offer assistance to travel customers in a variety of areas
commonly encountered by staff in travel agencies and shops. This includes making changes to bookings

initiated by the customer and or travel service supplier.

Who is the unit for?
The unit is recommended for all staff in contact with customers and responsible for customer bookings, and
any queries about bookings or changes that may need to be made.
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Outcomes of effective performance

You must be able to:
1. Resolve customer queries about their booking, so that:

1a. customers are clear about any implications arising from their query and receive accurate and
complete information to resolve it

1b. customers are offered a range of suitable courses of action and reassurance, where necessary

1c. customers’ consent to any course of action is secured before it is implemented and the agreed
course of action is implemented promptly and accurately

2. Identify and make changes to bookings, so that:

2a. customers are informed promptly and accurately of any changes to their booking and the financial
and other implications of any change

2b. customers are offered, where available, a range of suitable alternative courses of action to resolve
any problems arising from changes and their preferences are accurately established

2c. agreed booking changes are made and all records are promptly and accurately updated
2d. communications with suppliers are polite and professional at all times

2e. customers are issued with suitably amended documentation within the required time scale following
your organisation's procedures

3. Advise customers on how to make travel related claims and complaints, so that:

3a. travel related claims and complaints procedures are clearly explained to customers

3b. customers’ questions are answered correctly

3c. customers fully understand the process they need to follow and the correct documentation is issued
3d. customers are satisfied with your service

Behaviours which underpin effective performance

» Express apologies to your customers in the event of changes made by suppliers

» Communicate with your customers in a way that maintains their goodwill and confidence in you and
your organisation

» Be clear and accurate in your explanations

» Use varied vocabulary and expressions to suit your purpose and adapting what and how much you
say to suit different situations

« Show you are listening closely and responding appropriately (e.g. by using your own and interpreting
other's body language)

Scope

The items below describe a variety of circumstances for which evidence may be required:

Query: non-arrival of documents, incomplete and or incorrect documentation, requests for additional
information

Changes: transport times, destination, accommodation, date of departure, date of return, length of trip,
departure point, name, cancellation by supplier, cancellation by customer

Financial implications: additional payment required from the customer, amendment charge payable by
the customer, compensatory payment made to the customer, refund payable to the customer

Procedures: completion of documents, time scale for return of documents, items to be enclosed with
claims, writing covering letters, where to submit claims, follow up, further courses of action
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Knowledge and understanding

General knowledge and understanding
You must know:
« whom to refer any matters outside your work responsibilities or experience and the extent of your
own authority when handling queries and changes to bookings
» relevant travel service booking conditions, including financial penalties, and how these can affect the
way you handle changes and or customers’ queries
» the courses of action that can be offered to resolve customers’ queries and changes

* how to question customers to find out what alternatives will meet their needs

You must understand:
» the consequences of failing to complete all actions fully, promptly and correctly

Industry-specific knowledge and understanding
You must know:
» your legal obligations for advising customers, including general requirements of package holiday
legislation, if relevant; booking conditions; passport, visas, health and insurance requirements

» atravel agent's main responsibilities under current industry legislation and codes of practice for
handling booking changes, queries and advising on claims and complaints procedures

* how to calculate and explain additional payments, refunds, amendment charges, cancellation
charges and compensatory payments in a way customers will understand

* how to explain changes and the reasons for them and possible courses of action
» how to seek and obtain customer agreement to a particular course of action
* how to action changes to bookings initiated by both the company and customers

You must understand:
* the importance of clear and accurate communication

* how you can adapt your communication methods to suit the different needs of customers

Context-specific knowledge and understanding
You must know:
+ your organisation's procedures for
i. making changes to customer bookings
ii. handling booking and other queries
iii. completing customers’ records
* how to access original booking details, identify and record the changes required and why it is
important to do this accurately

You must understand:
« why it is important to explain all of the available alternatives (e.g. potential loss of the booking)

« what documents need to be completed, how to complete them and what happens to them
+ the claims and complaints procedures and documentation for the suppliers used by your organisation

« why it is important to handle changes, customer queries, claims and complaints in a way that
maintains goodwill and enhances your organisation's public image
* how to communicate effectively with customers and suppliers whilst assessing information, using

reference material and making changes in order to maintain goodwill and your organisation's
reputation
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TTO0S5 Set up and maintain promotional displays

Unit summary

What is the unit about?

This unit is concerned with setting up a variety of promotional displays and maintaining stocks of promotional
materials. It also includes the production of cards and posters.

Who is the unit for?

The unit is recommended for staff engaged in front of house activities in establishments that provide travel
and tourism services, and have regular contact with customers.
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Outcomes of effective performance

You must be able to:

1. Make preparations for promotions, so that:

1a. you know the requirements for the promotion and have confirmed them and clarified if
information is not complete or clear.

1b. the intended display area is the right size and does not affect access.

1c. you have the right materials, equipment and stock needed for the display and they are clean, up-
to-date, safe and in good working order

1d. the display area is cleared, cleaned and prepared properly before use

1e. cards and posters produced are legible and match the instructions you have been given and
your organisation's house style and standard required

2. Set up, maintain and remove promotional materials, so that:
2a. promotional materials are set up and removed correctly within the time allowed
2b. displays are maintained in a clean, tidy and safe condition throughout the promotional period
2c. the required levels and type of stock on display is maintained throughout the promotional period
2d. information is up-to-date and in good condition at all times
2e. equipment and excess materials are returned to storage

2f. any materials that are out-of-date, damaged or no longer needed are disposed of safely, following
your organisation's waste disposal procedures

Behaviours which underpin effective performance
e  Work methodically and following your organisation’s procedures
¢ Ensure confirmation of your activities with the relevant person(s) at all times.

Scope

The items below describe a variety of circumstances for which evidence may be required:

¢ Requirements for the promotion: stock and space, display position and dates, safety and security,
organisational standards for promotional materials

¢ Instructions: content, deadlines, position
¢ Promotional materials: brochures, posters, stickers, cards, labels, leaflets
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Knowledge and understanding

General knowledge and understanding
You must know:

e the legal implications of ensuring information is correct and complies with relevant, current
legislation

e the relevant health and safety legislation relating to the storage and lifting of materials

e why itis important to clean any materials and equipment you use in displays and dispose of waste
materials safely and in an environmentally friendly way

e how to check for health and safety hazards and how to use any display equipment safely,
including checks on its working order

e how to store promotional materials safely and keep them in good condition

You must understand:

e why promotional materials should be up-to-date, easily accessed and the potential consequences
of passing on out-of-date information

e why it is important to check for potential health and safety hazards before, during and after the
setting up of displays

e how placing items in specific places attracts attention and promotes sales

Industry-specific knowledge and understanding
You must know:

e how to use space effectively when displaying items

You must understand:
e the importance of displays when promoting travel and tourism products and services

e why it is important to check the accuracy and legality of information on promotional materials and
how to check this information

Context-specific knowledge and understanding
You must know:
e your organisation's requirements for
i. standards for promotions, their maintenance and removal
ii. minimum stock levels for all promotional materials
iii. corporate image and house style of locally made cards and posters
iv. the disposal of out-of-date promotional materials
e your responsibilities for maintaining minimum stock levels of promotional materials

e how to check that all displayed items are accurate and up-to-date and conform to your
organisation's requirements

You must understand:

e the instructions for specific promotional activities and where to access information on current
promotional activities

e your organisation’s image and professional branding
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TTO06 Give customers a positive impression of yourself
and your organisation (ics unit9)

Unit summary

What is the unit about?

This unit is all about communicating with customers and giving a positive impression of yourself whenever
you deal with them. By doing this you will also be giving a positive impression of your organisation and the
customer service it provides.

Who is the unit for?
The unit is recommended for all staff engaged in customer facing activities.
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Outcomes of effective performance

When you give customers a positive impression of yourself and your organisation you must consistently:

1. Establish effective rapport with customers
1a. meet your organisation’s standards of appearance and behaviour
1b. greet your customer respectfully and in a friendly manner
1c. communicate with your customer in a way that makes them feel valued and respected
1d. identify and confirm your customer’s expectations
1e. treat your customer courteously and helpfully at all times
1f. keep your customer informed and reassured
1g. adapt your behaviour to respond effectively to different customer behaviour

2. Respond appropriately to customers
2a. respond promptly to a customer seeking assistance
2b. select the most appropriate way of communicating with your customer
2c. check with your customer that you have fully understood their expectations
2d. respond promptly and positively to your customers' questions and comments
2e. allow your customer time to consider your response and give further explanation when appropriate

3. Communicate information to customers
3a. quickly locate information that will help your customer

3b. give your customer the information they need about the services or products offered by your
organisation

3c. recognise information that your customer might find complicated and check whether they fully
understand

3d. explain clearly to your customers any reasons why their needs or expectations cannot be met

Scope

The items below describe a variety of circumstances for which evidence may be required:

e Communicate with / respond to customers: during routine delivery of customer service, during a
busy period for your organisation, during a quiet period for your organisation, when people, systems
or resources have let you down.

® Customers: who have different needs and expectations, who appear angry or confused, who behave
unconventionally
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Knowledge and understanding

General knowledge and understanding

To be competent at doing your job in a customer friendly way you must know and understand:
e your organisation’s standards for appearance and behaviour

e your organisation’s guidelines for how to recognise what your customer wants and respond
appropriately

e your organisation’s rules and procedures regarding the methods of communication you use
e how to recognise when a customer is angry or confused

e your organisation’s standards for timeliness in responding to customer questions and requests for
information
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TT07 Make sure your own actions reduce risks to health
and safety (ENTO unit HsS1)

Unit summary

What is the unit about?

This unit is about the health and safety responsibilities for everyone in your workplace. It describes
the competencies required to make sure that:

« your own actions do not create any health and safety hazards

« you do not ignore significant risks in your workplace, and

« you take sensible action to put things right, including: reporting situations which pose a danger
to people in the workplace and seeking advice

Fundamental to this unit is an understanding of the terms "hazard", "risk" and “control”.
Who is the unit for?

This unit is for everyone at work (whether paid, unpaid, full or part-time). It is about having an
appreciation of significant risks in your workplace, knowing how to identify and deal with them.
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Outcomes of effective performance

You must be able to:
1. Identify the hazards and evaluate the risks in your workplace, so that:
1a. you identify which workplace instructions are relevant to your job
1b. you identify those working practices in your job which could harm you or others
1c. you identify those aspects of the workplace which could harm yourself or other persons

1d. you check which of the potentially harmful working practices and the potentially harmful
aspects of the workplace present highest risks to you or to others

1e. you deal with hazards in accordance with workplace instructions and legal requirements
1f. you correctly name and locate the people responsible for health and safety in your workplace

1g. you report, to the people responsible for health and safety in your workplace, those hazards
which present the highest risks

2. Reduce the risks to health & safety in your workplace, so that:

2a. you carry out your work in accordance with your level of competence, workplace instructions,
suppliers’ or manufacturers’ instructions and legal requirements

2b. you control those health and safety risks within your capability and job responsibilities
2c. you pass on suggestions for reducing risks to health and safety to the responsible people

2d. you make sure that your behaviour does not endanger the health and safety of you or others in
the workplace

2e. you follow the workplace instructions and suppliers’ or manufacturers’ instructions for the
safe use of equipment, materials and products

2f. you report any differences between workplace policies and suppliers’ or manufacturers’
instructions as appropriate

2g. you make sure that your personal presentation and behaviour at work:

i. protects the health and safety of you and others,
ii. meets any legal responsibilities, and
iii. is in accordance with workplace instructions

2h. you make sure that you follow environmentally friendly working practices

Behaviours which underpin effective performance
e Act responsibly at all times
¢ Be observant to activities going on around you

Scope

The items below describe a variety of circumstances for which evidence may be required:
¢ Risks: the use and maintenance of machinery or equipment, the use of materials or substances,
working practices which do not conform to laid down policies, unsafe behaviour, accidental
breakages and spillages, environmental factors
e Workplace instructions: the use of safe working methods and equipment, the safe use of
hazardous substances, smoking, eating, drinking and drugs, what to do in the event of an
emergency, personal presentation
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Knowledge and understanding

General knowledge and understanding
You must know:
e what hazards and risks are
e your responsibilities and legal duties for health and safety in the workplace

You must understand:
e the importance of remaining alert to the presence of hazards in the whole workplace
e the importance of dealing with, or promptly reporting, risks

Industry-specific knowledge and understanding
You must know:
e your scope and responsibility for controlling risks

You must understand:
e the importance of personal presentation in maintaining health and safety in your workplace
e the importance of personal behaviour in maintaining the health and safety of you and others

Context-specific knowledge and understanding
You must know:
e your responsibilities for health and safety as required by the law covering your job role
e the hazards which exist in your workplace and the safe working practices which you must follow
e the particular health and safety hazards which may be present in your own job and the
precautions you must take
the responsibilities for health and safety in your job description
the responsible people you should report health and safety matters to
where and when to get additional health and safety assistance
workplace instructions for managing risks which you are unable to deal with
suppliers’ and manufacturers’ instructions for the safe use of equipment, materials and products
which you must follow
e the risks to the environment which may be present in your workplace and/or in your own job
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TTO08 Research travel and destination information

Unit summary

What is the unit about?

The focus of this unit is on the research that is necessary to maintain an accurate picture of existing and
potential travel and tourism destinations.

Features such as facilities, local developments, transport links and attractions change over time and it is
important that descriptions of destinations are up-to-date, whether that information is supplied to potential
customers or other organisations (such as travel agencies).

Who is the unit for?

The unit is recommended for those people responsible for keeping travel and destination information up-to-
date and accurate.
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Outcomes of effective performance

You must be able to:
Research travel destination and product information, so that:

1a. suitable opportunities are recognised and used to collect useful data and information relating to
travel destinations and products

1b. reliable sources of information that meet your given research objectives are identified and used
1c. any gaps in sets of data are identified and their impact on conclusions assessed

1d. data and information are collected using a variety of suitable methods to meet your
organisation's requirements

1e. data and information are collected at times and frequency to meet your research objectives

1f. all data and information collected is accurate and up to date, taking account of potential partiality
of sources

1g. data and information are accurately recorded and presented in the format required

1h. data is stored securely using the organisation’s information system(s) correctly and is available
to appropriate colleagues

Behaviours which underpin effective performance
» Use cost-effective and time-efficient means to gather, store and retrieve relevant information.

« Comply with, and ensure that others comply with, legal requirements, industry regulations,
organisational policies and professional codes

« Enlist the support of colleagues where necessary to help identify sources, secure information and to
verify findings
* Monitor the validity and reliability of information gathered

» Check that information derived is fit for purpose and adjust collection and analysis processes as
necessary

» Reflect regularly on your own and others’ experiences and use these to inform future action.

Scope

The items below describe a variety of circumstances for which evidence may be required:
+ Travel destinations: domestic, overseas
* Products: attractions, local transport, tourist facilities
» Sources: printed, electronic
* Record: manually, electronically
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Knowledge and understanding

General knowledge and understanding
You must know:
* methods of collecting data and information and their advantages and disadvantages

* how to gather information from telephone calls, face to face conversations, printed documents,
electronic and on-line sources

* how to check the validity and currency of data and information

You must understand:
» the importance of collecting and recording data and information accurately
» the importance of ensuring that data and information sources are reliable and current

Industry-specific knowledge and understanding

You must know:
» where to find reliable data and information, how to access them and when to use them
* how to use electronic inputting and recording systems

« when it is necessary to seek additional sources to verify information and how support can be
obtained to deal with verification problems

» the variety of topics on which customers typically require information

You must understand:
« why it is necessary to highlight gaps in sets of data and how such gaps can impact on conclusions

Context-specific knowledge and understanding

You must know:
« why items of data and information are needed and how they will be used
» how to use your organisation's data and information systems
* your organisation's requirements and procedures for:

. recording and storing data and information

. processing data and information

. presenting the outcomes of research

. disposal of data which is inaccurate, out-of-date or irrelevant
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TTO09 Assist with travel and tourism problems and
emergencies

Unit summary
What is the unit about?

This unit describes the competence required to help resolve local, on-site travel and tourism related
problems and assist with implementation of emergency procedures.

Who is the unit for?

The unit is recommended for staff engaged in both working on-site and in a relevant role in a tour operator’s
headquarters.
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Outcomes of effective performance

You must be able to:
1. Assist with the resolution of customers' problems, so that:

1a. the nature of the customer’s problem is identified accurately and confirmed before further
action is taken

1b. accurate information and suitable advice is offered to the customer promptly in a way that they
can easily understand

1c. the customer is offered suitable solutions where choice is available

1d. a solution is agreed that balances the needs of the customer and the organisation

1e. all necessary records are completed clearly, accurately, and forwarded to the relevant

person(s) promptly

2. Assist with the local implementation of emergency procedures, so that:

2a. customers are clear that you are fully aware of the main details of the emergency and your role
to assist with it

2b. customers’ morale and goodwill is maintained through the minimisation of any inconvenience

2c. an appropriate balance between the needs of individuals and the needs of the group as a
whole is maintained

2d. all people affected by the emergency are kept up to date and offered re-assurance, when
necessary

Behaviours which underpin effective performance

e  Express empathy and give reassurance in a way that maintains customer goodwill and confidence
in you

e  Seek any additional help from the relevant person(s), when necessary, following your
organisation's procedures

e  Following your given instructions and work role throughout the emergency situation

Scope

The items below describe a variety of circumstances for which evidence may be required:

« Problems - itinerary, accommodation, personal property, documentation, standard of products
and services, personal problems

- People - colleagues , customers directly affected by the emergency, customers not directly affected
by the emergency, suppliers
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Knowledge and understanding

General knowledge and understanding
You must know:
e how to use varied vocabulary and expressions to suit your purpose

e how to adapt what and how much you say to suit different situations

e how to show you are listening closely and respond appropriately (e.g. by using verbal and or
visual signals)

e how to identify your customers' intentions
e how to move a discussion forward
e how to adapt your language to suit your subject, purpose and the person you are speaking to

e how to structure what you say to help customers follow a line of thought or number of points
clearly

e how to use verbal or visual illustrations to help your customers understand any points you are
making

e how to identify the key features of problems affecting customers

You must understand:
e the importance of reflecting back to customers your understanding of their problems
e the types of solutions you are able to offer to customers to help resolve the problems

e the importance of clarifying the details of the emergency and your role in assisting with it from
the person in charge and following your given instructions

Industry-specific knowledge and understanding
You must know:
e how to identify and access sources of information to help resolve different types of problems

e how to choose the correct form of assistance, giving consideration to the customer affected
and the need to maintain the morale and goodwill of the rest of the group

You must understand:
® the importance of keeping people affected by an emergency up to date

Context-specific knowledge and understanding
You must know:
e why prompt help and good communications with customers, colleagues and other affected
parties is so important

e the consequences of failing to pass on information to everyone affected by the emergency
e your organisation's guidelines for handling customer problems and emergencies

e the person you should contact when you need additional help and or advice and in what
circumstances this person should be contacted

e how to complete company records and standard paperwork associated with handling problems
and emergencies and why these are so important

You must understand:
e the limits of your authority for dealing with problems and emergencies

e the value of taking the correct action in maintaining good customer relationships and its value
to your organisation
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TT10 Develop and maintain your effectiveness at
Work (HABIA Unit G8, Level 2)

Unit summary

What is the unit about?

This unit is about taking responsibility for improving your performance at work and working well with your
colleagues so as to make a positive contribution to the overall effectiveness of your workplace.

Who is the unit for?
The unit is recommended for anyone working within travel and tourism services
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