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Hello and welcome to our mapping document for City and Guilds Level 2 Certificate/ Diploma in 
Aviation Environment.  

Where you see outcomes that have been highlighted in yellow,  this indicates they are already 
covered by the Travel Training Academy and the relevant sessions can be used as underpinning 
knowledge for these outcomes.  

Where you see outcomes that have been highlighted in blue, this indicates that this topic will be 
included in the Travel Training Academy by 30th September 2020.  

It is our intention to ensure that by 30th September 2020, ALL the underpinning knowledge required 
for this qualification will be included in the Travel Training Academy.  

Where you see outcomes that have been highlighted in pink, this indicates these outcomes are 
practical and will be required to be assessed in college.  

Before we begin, below you will find an overview of Learn2CheckIn:  

Learn2CheckIn has been designed as an airport simulator to allow your students to 
check-in and board flights exactly as they would if they were working at an airport.  

To make your students’ learning as realistic as possible we have given your students 
a job! We have made them trainee Passenger Service Agents (PSAs) with our very 
own (fictional!) ground handling agent- Jet Air Services.  

We start the course with some theory, to teach your students more about the role of a 
Passenger Service Agent at the airport as well as all the codes and industry terms 
they will encounter. They are then introduced to our check-in system!  

Learn2CheckIn allows your students to do a wide range of different check-ins, with a 
wide range of passengers and scenarios. It covers many different scenarios including 
checking in couples, groups of friends and families. There is a check-in with an infant 
and a NOREC check-in. Your students have to deal with excess baggage, lost 
boarding passes, nervous passengers, elderly passengers to name a few!  

It also has a boarding simulator to allow your students to “board” flights. These could 
also be used to create a range of role-plays in a classroom situation.  

So, you can easily cover all theoretical knowledge required for these units using 
Learn2CheckIn. Once they have completed the course, your students could come into 
college in small groups- in order to allow social distancing- and the practical elements 
of this unit can be assessed.  
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Unit 204 Airport check in services 
 
Outcome 1 Be able to process check 
in documentation for travel 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. process different types of travel documents 
 
2. deal with passenger check in issues relating 
to travel documentation. 
 
Knowledge 
 
The learner can: 
 
1. describe different methods of check in 
 
2. identify ticket checks for acceptance to travel 
 
3. explain the importance of recording baggage 
details and weight according to IATA 
Requirements 
 
4. identify passport checks for acceptance to 
travel 
 
 
5. explain the difference between a British 
citizen and a British subject 
 
6. identify the implications of travel for British 
citizens compared to British subjects 
 
7. describe how to check if a visa is required 
 
8. identify the visa checks for acceptance to 
travel 
 
9. describe the four different types of Schengen 
visa. 
 

 
Learn2CheckIn is an airline check-in and 
boarding simulator that allows your students to 
check-in a range of passengers and board 
flights as well!  
 
In the session A Typical Check-in, which you 
will find in Level 1 of Learn2CheckIn, your 
students are introduced to the check-in system 
used by Jet Air Services, our very own 
(fictional!) ground handling company.  
 
Your students have been given a job as a 
trainee Passenger Service Agent (PSA) and the 
course will take them through many different 
scenarios they would encounter in a real-life 
situation.  
 
Obviously though, your students are just 
learning, so Learn2CheckIn also includes a lot of 
theory in order to broaden their knowledge of 
aviation.  
 
In this session, students will be taught about 
the documentation that has to be checked prior 
to check-in, why these checks need to be 
carried out and what to do if there are any 
issues relating to their passengers’ 
documentation.  
 
Even better, rather than learning about check-
in in a theoretical sense, Learn2CheckIn gives 
your students opportunity to take part in over 
14 check-ins!  



 
 
 
 
Unit 204 Airport check in services 
 
Outcome 2 Be able to process 
passengers’ hand and hold baggage 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. process passengers’ hand and hold baggage 
to meet airline and regulatory standards 
 
2. deal with passenger check in issues relating 
to hand and hold baggage. 
 
Knowledge 
 
The learner can: 
 
1. identify the Dangerous Goods Regulations 
(DGR) that relate to check in 
 
2. identify unacceptable hand baggage items 
 
3. describe how to check allowances for 
baggage 
 
4. explain methods for dealing with 
unacceptable hold baggage 
 
5. identify appropriate security questions 
 
6. explain what to do with items that may need 
special handling 
 
7. identify details included on a bag tag 
 
8. identify different types of baggage labels 
 
9. explain the procedure for checking in 
firearms and ammunition. 
 
 
 

 
 

There are a number of sessions of 
Learn2CheckIn that cover the knowledge 
required for this unit.  
 
Dangerous Goods Regulations are covered in 
Your Passenger’s Journey through the Airport 
which can be found in Level 1 of 
Learn2CheckIn.  
 
In Level 1 of Learn2CheckIn you will find a 
session on Hold Baggage which covers all  the 
knowledge required (both hand and hold) for 
this outcome.  
 
Security questions- what they are and why we 
ask them are covered in Your Passenger’s 
Journey through the Airport and A Typical 
Check-In which can both be found in Level 1 of 
Learn2CheckIn.  
 
Even better, rather than learning about check-
in in a theoretical sense, Learn2CheckIn gives 
your students opportunity to take part in over 
14 check-ins- including having to add additional 
bags to bags already checked-in and dealing 
with excess baggage.  



 
Unit 204 Airport check in services 
 
Outcome 3 Be able to allocate 
seating for passengers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. allocate suitable seats to passengers 
according to their needs and aviation 
regulations 
 
2. deal with passenger check in issues relating 
to seating. 
 
Knowledge 
 
The learner can: 
 
1. explain the different seating methods that 
are used by airlines 
 
2. explain the appropriate seating for 
passengers with special requirements 
 
3. identify passengers unsuitable for seating at 
emergency exits 
 
4. describe the importance of seating in 
relation to the weight and balance of the 
aircraft. 
 
 
 

 
 
Seating requirements are covered in great 
depth during Learn2CheckIn.  
 
Your students will learn how a seating map 
works, how to identify different seat conditions 
(pre-assigned, exit, assigned, boarded etc) and 
how to use a seating map to allocate seats for 
passengers.  
 
Learn2CheckIn covers PINCODE passengers and 
why they cannot be seated in exit seats.  
 
There are two sessions which would be useful 
to this outcome.  
 
The first is Seat Selection and this covers the 
theory mentioned above.  
 
The second- Selecting Seats Manually- gives 
your students the opportunity to put this 
theory into practice and select seats for their 
check-in passengers.  
 
Both these sessions are in Level 1 of 
Learn2CheckIn.  
 
Even better, rather than learning about check-
in in a theoretical sense, Learn2CheckIn gives 
your students opportunity to take part in over 
14 check-ins! 

 
Unit 205 Aircraft boarding and 
arrival services 
 
Outcome 1 Be able to board 
passengers onto aircraft 
 
Assessment Criteria 
 
Practical skills 
 

 
 

Again, this is covered in great detail in 
Learn2CheckIn.  
 
You will find a session covering the theory of 
flight boarding called Boarding Passengers in 
Level 3 of Learn2CheckIn.  There is also a 
session in this level called Ramp Safety that 
covers how to board passengers safely whilst 
using the ramp.  
 



The learner can: 
 
1. prepare for the boarding process 
 
2. carry out the boarding process. 
 
Knowledge 
 
The learner can: 
 
1. explain what information is needed before 
boarding the flight 
 
2. identify the types of passengers who may 
need pre-boarding 
 
3. identify the main boarding duties 
 
4. describe the safety and security  
requirements associated with boarding 
passengers 
 
5. describe all post-boarding procedures. 
 
 
 
 
 
 
 

 
However, as ever, Learn2CheckIn goes beyond 
the theory and allows your students to take 
part in boarding a flight using Jet Air Services’ 
boarding system!  
 
There are two boarding sessions in 
Learn2CheckIn. The first is a straightforward 
boarding session where thankfully nothing goes 
wrong!  
 
The second one is more difficult as there are 
missing passengers and your students need to 
learn how to deal with this in a timely manner 
to make sure the aircraft doesn’t miss its slot!  

 

 
Unit 205 Aircraft boarding and 
arrival services 
 
Outcome 2 Be able to make 
boarding announcements 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. make professional announcements using the 
correct voice techniques and body language 
 
Knowledge 
 
The learner can: 
 

 
Again, this is an incredibly important skill for 
anyone working in aviation, so it is covered in a 
lot of depth in Learn2CheckIn.  
 
It is covered in the session Boarding Passengers 
which is in Level 3 of Learn2CheckIn.  
 
This session covers all the knowledge for this 
outcome. In addition, this session includes a 
range of boarding calls used by Mondrago 
Airways, our very own (fictional!) airline, so 
these can be used by your students to practice 
for their assessments.  
 
You can also access additional material, such as 
Light Refreshment Vouchers (LRV’s), so you 
could make up Delay Packs for your students to 
use during any role-plays to make their learning 
more realistic.  



1. explain the appropriate times to make 
passenger announcements 
 
2. describe how to make clear, professional 
announcements using correct voice techniques 
 
3. explain how body language can affect the 
announcement 
 
4. explain the consequences of poor 
announcements. 
 
 
 
Unit 205 Aircraft boarding and 
arrival services 
 
Outcome 3 Be able to deal 
effectively with problems during 
boarding 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. deal effectively with passenger problems at 
the gate. 
 
Knowledge 
 
The learner can: 
 
1. explain how to deal effectively with any 
discrepancies at the gate 
 
2. explain the de-controlling procedures in 
order to comply with regulatory standards 
 
3. describe the procedure for dealing with 
transit passengers. 
 
 
 
 
 
 
 
 

 
 

Learn2CheckIn also covers problems that may 
be encountered during boarding.  
 
It includes a case study of a drunk passenger 
who must be offloaded and decontrolled.  
 
It also includes a nervous passenger who needs 
to be decontrolled as is too frightened to fly. 
These can be found in the session on Boarding 
Passengers in Level 3 of Learn2CheckIn.  



 
Unit 205 Aircraft boarding and 
arrival services 
 
Outcome 4 Be able to escort arriving 
passengers safely 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. collect relevant information before meeting 
the flight 
 
2. meet and escort passengers safely. 
 
Knowledge 
 
The learner can: 
 
1. describe the importance of flight arrival 
information 
 
2. explain the methods available for moving 
passengers from the aircraft to a terminal 
 
3. explain the health and safety responsibilities 
of the arrivals agent 
 
4. describe the authorities to which passengers 
need to be directed to 
 
5. describe the procedures for meeting and 
escorting passengers safely. 
 
 
 

 
  
 
 
 
Level 3 of Learn2CheckIn has a session called 
Flight Arrivals and this covers what is involved 
in meeting an aircraft when it comes onto 
stand.  
 
All the knowledge required for this outcome is 
covered in this session.  
 

 
 
 
Unit 208 Airport baggage facilities 
 
Outcome 1 Be able to follow 
procedures for baggage 
discrepancies 
 

 
 
This topic is covered in the session on Flight 
Arrivals which is in Level 3 of Learn2CheckIn.  
 
This session covers what happens when your 
passenger is missing their baggage on arrival 
and covers all the knowledge required for this 
outcome.  
 



Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. assist passengers who report a baggage 
discrepancy 
 
2. complete documentation for baggage 
discrepancies. 
 
Knowledge 
 
The learner can: 
 
1. describe the procedures to follow for 
different types of baggage discrepancies 
 
2. describe effective communication techniques 
 
3. explain the function of the World Tracer 
System 
 
4. explain how to deal with unclaimed and 
unattended baggage in the baggage hall 
 
5. identify relevant people to provide support. 
 
 
 
 
 

It also gives your students the opportunity to 
complete a Property Irregularity Report (PIR) 
form.  

 
Unit 209 Aviation passengers with 
special 
Requirements 
 
Outcome 1 Be able to assist 
passengers who have special 
requirements 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 

 
 

This topic is covered in a lot of depth in 
Learn2CheckIn.  
 
It is first covered in the session called Special 
Passengers in Level 1 of Learn2CheckIn. This is 
a very extensive session which covers all the 
special passengers your students will encounter 
whilst working as a Passenger Service Agent. All 
their IATA codes are in there as well!  
 
In addition to this, many of the other sessions 
allow your students to complete check-ins for 
special passengers.  
 
There is a check-in including infants (which 
covers infant seating on-board and the 



1. assist and support passengers with special 
requirements 
 
Knowledge 
 
The learner can: 
 
1. identify the special requirements for 
particular types of passengers 
 
2. describe the different services that can be 
offered to passengers with special 
requirements 
 
3. describe methods of establishing passenger’s 
needs to ensure that the appropriate 
services are provided 
 
4. describe the different considerations when 
assisting passengers using wheelchairs 
 
5. describe the different considerations when 
assisting unaccompanied minors (UNMIN) 
 
6. identify the conditions classified as MEDA 
 
7. identify the commonly used IATA codes used 
for passengers with special requirements. 
 
 
 
  

importance of checking for infant oxygen 
masks).  
 
There is a session on checking in an elderly 
couple who need additional assistance and a 
wheelchair.  
 
Indeed, one of the elderly passengers takes 
unwell in a later session and your student must 
deal with offloading both passengers (and their 
baggage) from the flight!  
 
There is also a check-in for a blind passenger 
who is travelling with her guide dog, so your 
student must follow the correct airline protocol 
for this.  

 




