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Mapping document  

Awarding body- City and Guilds  

Award name- Level 2 Travel and Tourism Award number- 4976 
Hello and welcome to our mapping document for City and Guilds Level 2 Travel and Tourism 4976 

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 31st December 2020 (dependent on demand) 

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.  

 

City and Guilds Unit  
 
 

 Travel Training Academy  

 
Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 1 Be able to establish a 
rapport with travel and tourism 
customers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. create a good first impression in dealings 
with customers 
 
2. meet and greet customers in a professional 
manner 
 
3. use good verbal communications skills with 
customers. 
 
Knowledge 
 
The learner can: 
 
 

 
As customer service is such an integral part of 
working in the travel industry, this topic is 
deeply embedded in all our courses. So, you 
may find that you want to teach this subject 
with the key focus on cabin crew, repping, 
airport ground operations or retail travel.  

It is covered in a lot of depth in Lean2Book – 
our retail travel course. As students are making 
reservations for package holidays, they have to 
be able to create a rapport with their 
customers and work to exceed their 
expectations. This is covered in a 67- page 
workbook called Customer Service, Selling 
Skills and Complaint Handling at Travelicious 
(the name of our fictional travel agent!) 
However, it is deeply embedded in the course 
as well.  

One thing that has always been very important 
to us is we want to make our courses as 
realistic as possible and when writing them, we 
always work with people currently employed in 
these roles.  

 

 

 



 
1. explain why good personal appearance is 
important when representing an organisation 
 
2. describe appropriate body language to build 
rapport with customers 
 
3. describe a welcoming customer environment 
 
4. explain how to create a positive image of the 
organisation to customers 
 
5. describe how to meet and greet customers in 
a professional manner 
 
6. explain the importance of a customer’s first 
impression to an organisation. 
 
 

 

As a result, all our courses include a wide range 
of customer scenarios based on scenarios 
encountered by those working in the travel 
industry. Therefore, your students, when they 
begin a course, are given a role of a trainee 
within our (fictional) airline, travel agent, tour 
operator or airport ground operator.  

This means they need to be able to resolve a 
range of different customer scenarios which 
range from flights being delayed, to baggage 
going missing, to becoming ill whilst in resort or 
to being unhappy at the accommodation 
booked for their package holiday.  

We also provide all the relevant documentation 
employees would use in these situations, to 
allow you to create an “immersive” experience 
for your students.  

Learn2BeCabinCrew and Learn2CheckIn also 
include sessions on conflict management.  

Learn2BeCabinCrew, Learn2Book and 
Learn2BeARep also have dedicated sessions on 
the importance of customer service.  

 
  

Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 3 Be able to develop 
positive relationships with 
customers and suppliers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. deliver helpful and consistent customer 
service 
 
2. build positive relationships with customers 
 
3. build good working relationships with 
suppliers. 
 

 
 
All the criteria for this outcome are covered in 
our Customer Service handbook outlined 
above.  
 
Furthermore, Learn2Book can then be used to 
create incredibly realistic role-plays where your 
students are demonstrating their customer 
service skills in a very realistic environment.  



Knowledge 
 
The learner can: 
 
1. explain what is meant by consistent 
customer service 
 
2. explain why consistent customer service is 
important 
 
3. explain why it is important to build lasting 
relationships with external customers 
 
4. explain why it is important to build good 
relationships with internal customers 
 
5. explain why it is important to build positive 
relationships with suppliers. 
 
 
 
 
 
 
Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 4 Be able to establish the 
wants and needs of travel and 
tourism customers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. use effective questioning to investigate 
customers’ wants and needs 
 
2. use effective listening skills to establish 
customers’ wants and needs 
 
3. respond effectively to customers’ non-verbal 
communication signals 
 
4. summarise customers’ wants and needs 
accurately 
 
 

 
All the criteria for this outcome are covered in 
our Customer Service handbook outlined 
above.  
 
Furthermore, Learn2Book can then be used to 
create incredibly realistic role-plays where your 
students are demonstrating their customer 
service skills in a very realistic environment. 



 
Knowledge 
 
The learner can: 
 
1. explain the difference between customers’ 
wants and needs 
 
2. explain why customers’ wants and needs 
must be prioritised 
 
3. explain the difference between open and 
closed questions 
 
4. describe the types of questions that can be 
used to establish customers’ wants and needs 
 
5. explain the term listening skills 
 
6. describe different types of non-verbal 
communication signals 
 
7. explain what different types of non-verbal 
communication signals represent 
 
8. explain how to respond effectively to 
different types of non-verbal communication 
signals 
 
9. explain the importance of summarising 
customers’ wants and needs. 
 
 
 
 
 
Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 5 Be able to select 
products and services to satisfy 
customers’ wants and needs 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
 

 
 

All the criteria for this outcome are covered in 
our Customer Service handbook outlined 
above.  
 
Furthermore, Learn2Book can then be used to 
create incredibly realistic role-plays where your 
students are demonstrating their customer 
service skills in a very realistic environment. 



 
1. use a variety of resources to identify 
products and/or services to meet customers’ 
wants and needs 
 
2. select travel and tourism products and/or 
services that accurately match the customers’ 
Needs 
 
3. select travel and tourism products and/or 
services that may match customers’ wants 
 
4. match features and benefits of the product 
and/or services selected to customers’ wants 
and needs 
 
5. establish whether the product and/or 
services selected is available to the customer. 
 
Knowledge 
 
The learner can: 
 
1. describe resources that can be used to 
identify products and services to meet 
customers’ wants and needs 
 
2. explain the importance of identifying the 
features and benefits of products and services 
 
3. explain the importance of checking 
availability of products or services prior to 
offering to customers. 
 
 
 
Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 6 Be able to present 
products and services to travel and 
tourism customers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
 

 
 

All the criteria for this outcome are covered in 
our Customer Service handbook outlined 
above.  
 
Furthermore, Learn2Book can then be used to 
create incredibly realistic role-plays where your 
students are demonstrating their customer 
service skills in a very realistic environment. 



 
1. use effective communication to present 
selected products and/or services to customers 
 
2. present accurate features and benefits of the 
product and/or services selected to the 
customer. 
 
Knowledge 
The learner can: 
 
1. describe how features of selected products 
and services can be converted into benefits to 
meet customers’ needs and wants 
 
2. explain how features and benefits of selected 
products and services which were not 
originally requested may be advantageous to 
the customer. 
 
 
 
 
 
 
Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 7 Understand how to close 
a travel and tourism sale 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. explain methods that can be used to clarify 
customers’ queries on travel and tourism 
Products 
 
2. identify objections to the sale that the 
customer might raise 
 
3. explain how to gain commitment to buy a 
product or service 
 
4. describe buying signals used by customers to 
indicate a commitment to buy 
 

 
All the criteria for this outcome are covered in 
our Customer Service handbook outlined 
above.  
 
Furthermore, Learn2Book can then be used to 
create incredibly realistic role-plays where your 
students are demonstrating their customer 
service skills in a very realistic environment. 



5. describe how to respond to buying signals 
 
6. identify additional products and service that 
can be offered to customers to increase sales 
 
7. explain how to complete the sale on behalf 
of the customer. 
 
 
 
Unit 204 Interpersonal skills for the 
travel and tourism workplace 
 
Outcome 1 Be able to communicate 
effectively in travel and tourism 
workplaces 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. communicate effectively with colleagues and 
customers using different communication 
methods. 
 
Knowledge 
 
The learner can: 
 
1. identify methods of communication 
 
2. explain the importance of good 
communication 
 
3. identify when to use different methods of 
communication 
 
4. identify barriers to effective communication 
 
5. describe how to overcome barriers to 
effective communication. 
 
 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
The three key forms of communication – 
verbal, vocal and non-verbal- are covered in the 
Customer Service workbook included with 
Learn2Book.  
 
 

 
 
 
 

 
 
 
 



 
Unit 204 Interpersonal skills for the 
travel and tourism workplace 
 
Outcome 2 Be able to promote a 
positive self-image 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. use body language to promote a positive self 
image. 
 
Knowledge 
 
The learner can: 
 
1. identify basic body language signals 
 
2. describe positive body language 
 
3. describe negative body language 
 
4. explain how body language can be used 
effectively in communication. 
 
 

 
Body language is covered in our workbook on 
Customer Service which is included with 
Learn2Book.  

 
 
Unit 204 Interpersonal skills for the 
travel and tourism workplace 
 
Outcome 3 Be able to present 
information effectively to others 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. present information effectively to others. 
 
 
 
 

 
 

 
 



 
Knowledge 
 
The learner can: 
 
1. identify different methods of presenting 
information 
 
2. explain the importance of presenting 
information effectively 
 
3. describe factors to be considered when 
selecting effective mediums of communication 
 
4. identify communication skills to present 
information effectively to others. 
 
 
 
 
 
Unit 204 Interpersonal skills for the 
travel and tourism workplace 
 
Outcome 4 Be able to work as part 
of a team 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. work effectively in a team. 
 
Knowledge 
 
The learner can: 
 
1. explain the importance of teamwork 
 
2. identify skills required for good teamwork 
 
3. explain how skills are used to promote 
effective team working. 
 
 

 
 
 
 
 
 
 
Teamwork is covered in a lot of depth in  
Learn2BeCabinCrew and there is a session in 
Level 1 called Teamwork and the chain of 
command. There is also a session on 
Teamwork in Level 3 of Learn2BeARep 
 

 
 
 

 
 



 
Unit 207 Retail travel services 
 
Outcome 1 Understand UK package 
holidays to destinations within the 
UK and overseas 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. explain the major components of a package 
holiday 
 
2. identify types of package holidays 
 
3. identify tour operators who provide the 
different types of package holidays 
 
4. identify information contained in a package 
holiday brochure. 
 
 
 
 
 

 

Learn2Book would cover this unit well. 
Students get a job as a trainee travel agent with 
Travelicious (our fictional travel agent). The 
first level of Learn2Book introduces you to the 
concept of retail travel and what a travel agent 
does. It looks at the key services it offers and 
the types and benefits of booking a package 
holiday.  

It then introduces them to Parasol Holidays, 
our (fictional) tour operator. Students are 
introduced to Parasol Holidays’ Summer Sun 
brochure to Majorca. This brochure is based on 
brochures offered by mass market tour 
operators and includes a range of pricing 
panels, supplements and reductions to allow 
your students to make full package holiday 
costings. The brochure also includes full terms 
and conditions, car hire, flight only and travel 
insurance.  

Your student is then introduced to PARS- 
Parasol Holidays’ Reservation System, which is 
used to make package holiday bookings.  

Your students are then given a range of 
customer enquires (around 20 of them) and are 
asked to complete a Customer Enquiry Form 
(CEF). They would then make the booking for 
their customer.  

Booking forms are also included as well a range 
of Travelicious stationery, to allow for a more 
realistic learning experience.  

Customer scenarios cover a wide range of 
issues from bookings with children and infants, 
flight only bookings, late bookings, allocation 
on arrival, bookings with under-occupancy 
supplements, being unable to get the holiday 
your customer requested, to name a few.  

So, rather than getting your students to simply 
describe, they could go on and complete 
package holidays bookings for their customers.  

 
 
 
 
 

 
 
 



 
Unit 207 Retail travel services 
 
Outcome 2 Understand specialised 
package holidays 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. identify tour operators providing specialised 
package holidays 
 
2. explain additional services available on 
skiing, boating, camping and motoring holidays 
 
3. explain the importance of obtaining relevant 
information on additional services required by 
customers prior to booking specialised package 
holidays 
 
4. identify what additional information should 
be given to the customer. 
 
 
 
 
Unit 207 Retail travel services 
 
Outcome 3 Understand cruise 
holidays 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. identify major cruise areas throughout the 
world 
 
2. describe types of accommodation offered on 
board cruise ships 
 
3. describe types of facilities available on board 
cruise ships 

 
  



 
4. identify activities available on board cruise 
ships 
 
5. identify key features of different cruise 
products 
 
6. explain the importance of matching cruise 
products to differing customers. 
 
 
 
 
 
 
 
 
Unit 207 Retail travel services 
 
Outcome 4 Be able to cost package 
and cruise holidays 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. calculate the cost of package and cruise 
holidays 
 
2. complete a holiday booking form. 
Knowledge 
 
The learner can: 
 
1. identify elements of package and cruise 
holiday costings 
 
2. explain the reasons for booking conditions 
for package and cruise holidays 
 
3. identify the main terms of booking 
conditions 
 
4. explain the importance of completing a 
booking form 
 
5. identify information included on a holiday 
booking form. 

 
Package holiday costings are covered in great 
depth in Learn2Book.  
 
Learn2Book includes Parasol Holidays’ 
Summer Sun brochure for Majorca. Parasol 
Holidays are our very own (fictional!) tour 
operator.  
 
This brochure includes full pricing panels and a 
range of supplements and reductions. There 
are also 4 pages of terms and conditions 
within the brochure.  
 
Learn2Book has over 20 customer scenarios 
and all of them include a full package holiday 
costing.  
 
 
There are also a number of sessions of 
Learn2Book that cover costings and working 
with supplements and reductions.  
 
Booking forms are also included with 
Learn2Book and can be completed by hand or 
using a saveable pdf.  
 
Learn2Book also comes with Customer Enquiry 
Forms to get your students used to recording 
their customer’s enquiries for them to find 
them the perfect holiday.  



 
 
 
 
 
Unit 207 Retail travel services 
 
Outcome 5 Be able to provide 
information on additional products 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. calculate of the cost of additional products 
for package and cruise holidays 
 
2. provide information to customers relating to 
additional products. 
 
Knowledge 
 
The learner can: 
 
1. identify additional products which may be 
sold to complement package and cruise 
Holidays 
 
2. identify advantages and disadvantages to the 
customer of booking overnight 
accommodation, local to the departure point, 
prior to a holiday 
 
3. identify the advantages and disadvantages to 
the customer of booking car hire at time of 
Booking 
 
4. define terminology related to the cost of car 
hire 
 
5. explain why it is important for customers to 
have travel insurance. 
 
 
 

 
 

There are a number of additional products 
available to purchase within our Parasol 
Holidays brochure including car hire and travel 
insurance.  
 
All  the relevant terms and conditions relating 
to car hire and insurance are also included in 
the brochure.  

 
 
 

 
 



 
 
Unit 214 Resort representatives 
 
Outcome 1 Understand the role of 
resort reps 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. explain the differing roles and responsibilities 
of resort representatives 
 
2. explain the issues relating to working as a 
resort representative 
 
3. explain the features of working in differing 
locations as a resort representative 
 
4. explain differing seasonal duties of resort 
representatives 
 
5. identify differing organisational structures for 
resort representatives 
 
6. describe areas of personal welfare that are 
affected by working as a resort representative. 
 
7. identify opportunities for career progression. 
 
 
 

 

 

All the outcomes and PC’s in this unit are 
covered in Learn2BeArep- our resort repping 
course.  

Designed in a comic book style, this course 
introduces you to Cara, who works in an 
insurance office and dreams of being a holiday 
rep.  

Again, written in conjunction with those 
currently employed as holiday reps, the course 
is based on the recruitment process and 
training programmes of mass market tour 
operators. It also includes a range of scenarios 
commonly encountered in real-life by resort 
reps.  

So, the course follows Cara’s journey- from 
applying online- and the course includes a 
fillable .pdf to allow your students to apply at 
the same time as Cara- to her recruitment day 
where many succeed but many fall by the 
wayside.  

Cara is successful so your students follow her 
journey to Majorca for her full training course. 
Again, this training course is based on the 
training offered to new repping recruits and 
covers everything from health and safety to 
legislation, to liquidation, welcome meetings 
and airport transfers – to name a few.  

 

 

 

 

In fact, the training course includes over 20 
sessions. Some of Cara’s friends also get caught 
in a bar in uniform during training, so there is a 
cautionary tale in there as well!  

Luckily Cara makes it through- phew!- so 
students are asked to help her during her first 
week of the season out in Cala D’or. Problem is, 
there are loads of issues popping up all over the 



place- from missing bags and late running 
transfer coaches, to illness, dangerous wiring 
near the pool and a range of other problems!  

Just as well your students have completed the 
training course alongside Cara, so they give her 
lots of advice on how best to deal with all these 
scenarios.  

 As ever, students completing Learn2BeArep 
will have an incredibly good grounding in the 
theory of the role of resort repping. As a result, 
once they have completed Learn2BeARep, you 
will be able to bring them into college in small 
groups- to allow for social distancing- to 
complete the practical elements of the course 
such as the welcome meeting and the airport 
transfer.  

All the criteria for this particular outcome are 
covered in the sessions Categories of Reps, 
Duties of a Rep and Teamwork which are all 
included in Level 3 of Learn2BeARep.  

 
 
 
Unit 214 Resort representatives 
 
Outcome 2 Understand the duties of 
a resort representative 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. explain what routine duties resort 
representatives carry out 
 
2. identify seasonal duties of resort 
representatives 
 
3. identify what other duties are undertaken by 
resort representatives 
 
4. identify the risks to health and safety that 
can be identified in resorts 
 

 
 
All the criteria for this outcome are covered in 
the sessions entitled Duties of a Rep, Health 
and Safety and Legislation which are all 
included in Level 3 of Learn2BeARep.  
 
There are also scenarios relating to Health and 
Safety and Legislation in Level 4 of 
Learn2BeARep.  



5. explain the tour operators legal responsibility 
to the customer 
 
6. explain organisational policies and guidelines 
on health and safety. 
 
 
Unit 214 Resort representatives 
 
Outcome 3 Be able to carry out 
airport duties and transfers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. carry out airport duties 
 
2. escort customers during transfers 
 
Knowledge 
 
The learner can: 
 
1. explain the range of tasks involved in 
preparing for airport duties 
 
2. explain the responsibilities of a 
representative on arrival transfers 
 
3. explain the responsibilities of a 
representative on departure transfers 
 
4. explain the importance of meeting and 
greeting customers positively 
 
5. describe how a resort representative should 
respond to potential problems 
 
6. identify the correct use of a microphone 
during the course of duty on transfers. 
 
 

 
All  the criteria for this unit are covered in the 
session entitled Airport Transfers which is in 
Level 3 of Learn2BeARep.  
 
There is also a scenario relating to Cara’s first 
airport transfer in Level 4 of Learn2BeARep.  

 
Unit 214 Resort representatives 
 

 
All the criteria for this outcome are covered in 
the sessions entitled Welcome Meeting 1 and 
Welcome Meeting 2 in Level 3 of 
Learn2BeARep.  



Outcome 4 Be able to prepare and 
present a welcome meeting 
 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. prepare welcome meetings for new arrivals 
 
2. present welcome meetings to new arrivals. 
 
Knowledge 
 
The learner can: 
 
1. explain the importance of the welcome 
meeting 
 
2. explain when to have a welcome meeting 
 
3. identify what to include in the welcome 
meeting speech 
 
4. describe how to create the right 
environment for the target audience 
 
5. identify information required for different 
customers and holiday settings 
 
6. identify different audio visuals aids that can 
be used 
 
7. explain the preparation required for a 
welcome meeting 
 
8. explain how to follow up from the welcome 
meeting. 
 

 
 
 
There is also a welcome meeting scenario in 
Level 4 of Learn2BeARep.  

 
 
Unit 214 Resort representatives 
 
Outcome 5 Be able to produce 
information resources for customers 
 
Assessment Criteria 
 

 
 
 
 
 
All the criteria for this outcome can be found in 
the session on Information Boards and Books 
which is in Level 3 of Learn2BeARep.  



Practical skills 
 
The learner can: 
 
1. produce information resources on the 
holiday destination for customers reference 
 
Knowledge 
 
The learner can: 
 
1. identify the types of information required for 
customers 
 
2. explain why an information board is 
important 
 
3. explain how key information should be 
displayed on an information board 
 
4. identify the importance of an information file 
 
5. identify content of an information file 
 
6. identify where to find information for the 
information resources.  
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Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 1 Be able to establish a 
rapport with travel and tourism 
customers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. create a good first impression in dealings 
with customers 
 
2. meet and greet customers in a professional 
manner 
 
3. use good verbal communications skills with 
customers. 
 
Knowledge 
 
The learner can: 
 
 

 
As customer service is such an integral part of 
working in the travel industry, this topic is 
deeply embedded in all our courses. So, you 
may find that you want to teach this subject 
with the key focus on cabin crew, repping, 
airport ground operations or retail travel.  

It is covered in a lot of depth in Lean2Book – 
our retail travel course. As students are making 
reservations for package holidays, they have to 
be able to create a rapport with their 
customers and work to exceed their 
expectations. This is covered in a 67- page 
workbook called Customer Service, Selling 
Skills and Complaint Handling at Travelicious 
(the name of our fictional travel agent!) 
However, it is deeply embedded in the course 
as well.  

One thing that has always been very important 
to us is we want to make our courses as 
realistic as possible and when writing them, we 
always work with people currently employed in 
these roles.  

 

 

 



 
1. explain why good personal appearance is 
important when representing an organisation 
 
2. describe appropriate body language to build 
rapport with customers 
 
3. describe a welcoming customer environment 
 
4. explain how to create a positive image of the 
organisation to customers 
 
5. describe how to meet and greet customers in 
a professional manner 
 
6. explain the importance of a customer’s first 
impression to an organisation. 
 
 

 

As a result, all our courses include a wide range 
of customer scenarios based on scenarios 
encountered by those working in the travel 
industry. Therefore, your students, when they 
begin a course, are given a role of a trainee 
within our (fictional) airline, travel agent, tour 
operator or airport ground operator.  

This means they need to be able to resolve a 
range of different customer scenarios which 
range from flights being delayed, to baggage 
going missing, to becoming ill whilst in resort or 
to being unhappy at the accommodation 
booked for their package holiday.  

We also provide all the relevant documentation 
employees would use in these situations, to 
allow you to create an “immersive” experience 
for your students.  

Learn2BeCabinCrew and Learn2CheckIn also 
include sessions on conflict management.  

Learn2BeCabinCrew, Learn2Book and 
Learn2BeARep also have dedicated sessions on 
the importance of customer service.  

 
  

Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 3 Be able to develop 
positive relationships with 
customers and suppliers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. deliver helpful and consistent customer 
service 
 
2. build positive relationships with customers 
 
3. build good working relationships with 
suppliers. 
 

 
 
All the criteria for this outcome are covered in 
our Customer Service handbook outlined 
above.  
 
Furthermore, Learn2Book can then be used to 
create incredibly realistic role-plays where your 
students are demonstrating their customer 
service skills in a very realistic environment.  



Knowledge 
 
The learner can: 
 
1. explain what is meant by consistent 
customer service 
 
2. explain why consistent customer service is 
important 
 
3. explain why it is important to build lasting 
relationships with external customers 
 
4. explain why it is important to build good 
relationships with internal customers 
 
5. explain why it is important to build positive 
relationships with suppliers. 
 
 
 
 
 
 
Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 4 Be able to establish the 
wants and needs of travel and 
tourism customers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. use effective questioning to investigate 
customers’ wants and needs 
 
2. use effective listening skills to establish 
customers’ wants and needs 
 
3. respond effectively to customers’ non-verbal 
communication signals 
 
4. summarise customers’ wants and needs 
accurately 
 
 

 
All the criteria for this outcome are covered in 
our Customer Service handbook outlined 
above.  
 
Furthermore, Learn2Book can then be used to 
create incredibly realistic role-plays where your 
students are demonstrating their customer 
service skills in a very realistic environment. 



 
Knowledge 
 
The learner can: 
 
1. explain the difference between customers’ 
wants and needs 
 
2. explain why customers’ wants and needs 
must be prioritised 
 
3. explain the difference between open and 
closed questions 
 
4. describe the types of questions that can be 
used to establish customers’ wants and needs 
 
5. explain the term listening skills 
 
6. describe different types of non-verbal 
communication signals 
 
7. explain what different types of non-verbal 
communication signals represent 
 
8. explain how to respond effectively to 
different types of non-verbal communication 
signals 
 
9. explain the importance of summarising 
customers’ wants and needs. 
 
 
 
 
 
Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 5 Be able to select 
products and services to satisfy 
customers’ wants and needs 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
 

 
 

All the criteria for this outcome are covered in 
our Customer Service handbook outlined 
above.  
 
Furthermore, Learn2Book can then be used to 
create incredibly realistic role-plays where your 
students are demonstrating their customer 
service skills in a very realistic environment. 



 
1. use a variety of resources to identify 
products and/or services to meet customers’ 
wants and needs 
 
2. select travel and tourism products and/or 
services that accurately match the customers’ 
Needs 
 
3. select travel and tourism products and/or 
services that may match customers’ wants 
 
4. match features and benefits of the product 
and/or services selected to customers’ wants 
and needs 
 
5. establish whether the product and/or 
services selected is available to the customer. 
 
Knowledge 
 
The learner can: 
 
1. describe resources that can be used to 
identify products and services to meet 
customers’ wants and needs 
 
2. explain the importance of identifying the 
features and benefits of products and services 
 
3. explain the importance of checking 
availability of products or services prior to 
offering to customers. 
 
 
 
Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 6 Be able to present 
products and services to travel and 
tourism customers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
 

 
 

All the criteria for this outcome are covered in 
our Customer Service handbook outlined 
above.  
 
Furthermore, Learn2Book can then be used to 
create incredibly realistic role-plays where your 
students are demonstrating their customer 
service skills in a very realistic environment. 



 
1. use effective communication to present 
selected products and/or services to customers 
 
2. present accurate features and benefits of the 
product and/or services selected to the 
customer. 
 
Knowledge 
The learner can: 
 
1. describe how features of selected products 
and services can be converted into benefits to 
meet customers’ needs and wants 
 
2. explain how features and benefits of selected 
products and services which were not 
originally requested may be advantageous to 
the customer. 
 
 
 
 
 
 
Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 7 Understand how to close 
a travel and tourism sale 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. explain methods that can be used to clarify 
customers’ queries on travel and tourism 
Products 
 
2. identify objections to the sale that the 
customer might raise 
 
3. explain how to gain commitment to buy a 
product or service 
 
4. describe buying signals used by customers to 
indicate a commitment to buy 
 

 
All the criteria for this outcome are covered in 
our Customer Service handbook outlined 
above.  
 
Furthermore, Learn2Book can then be used to 
create incredibly realistic role-plays where your 
students are demonstrating their customer 
service skills in a very realistic environment. 



5. describe how to respond to buying signals 
 
6. identify additional products and service that 
can be offered to customers to increase sales 
 
7. explain how to complete the sale on behalf 
of the customer. 
 
 
 
Unit 204 Interpersonal skills for the 
travel and tourism workplace 
 
Outcome 1 Be able to communicate 
effectively in travel and tourism 
workplaces 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. communicate effectively with colleagues and 
customers using different communication 
methods. 
 
Knowledge 
 
The learner can: 
 
1. identify methods of communication 
 
2. explain the importance of good 
communication 
 
3. identify when to use different methods of 
communication 
 
4. identify barriers to effective communication 
 
5. describe how to overcome barriers to 
effective communication. 
 
 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
The three key forms of communication – 
verbal, vocal and non-verbal- are covered in the 
Customer Service workbook included with 
Learn2Book.  
 
 

 
 
 
 

 
 
 
 



 
Unit 204 Interpersonal skills for the 
travel and tourism workplace 
 
Outcome 2 Be able to promote a 
positive self-image 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. use body language to promote a positive self 
image. 
 
Knowledge 
 
The learner can: 
 
1. identify basic body language signals 
 
2. describe positive body language 
 
3. describe negative body language 
 
4. explain how body language can be used 
effectively in communication. 
 
 

 
Body language is covered in our workbook on 
Customer Service which is included with 
Learn2Book.  

 
 
Unit 204 Interpersonal skills for the 
travel and tourism workplace 
 
Outcome 3 Be able to present 
information effectively to others 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. present information effectively to others. 
 
 
 
 

 
 

 
 



 
Knowledge 
 
The learner can: 
 
1. identify different methods of presenting 
information 
 
2. explain the importance of presenting 
information effectively 
 
3. describe factors to be considered when 
selecting effective mediums of communication 
 
4. identify communication skills to present 
information effectively to others. 
 
 
 
 
 
Unit 204 Interpersonal skills for the 
travel and tourism workplace 
 
Outcome 4 Be able to work as part 
of a team 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. work effectively in a team. 
 
Knowledge 
 
The learner can: 
 
1. explain the importance of teamwork 
 
2. identify skills required for good teamwork 
 
3. explain how skills are used to promote 
effective team working. 
 
 

 
 
 
 
 
 
 
Teamwork is covered in a lot of depth in  
Learn2BeCabinCrew and there is a session in 
Level 1 called Teamwork and the chain of 
command. There is also a session on 
Teamwork in Level 3 of Learn2BeARep 
 

 
 
 

 
 



 
Unit 207 Retail travel services 
 
Outcome 1 Understand UK package 
holidays to destinations within the 
UK and overseas 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. explain the major components of a package 
holiday 
 
2. identify types of package holidays 
 
3. identify tour operators who provide the 
different types of package holidays 
 
4. identify information contained in a package 
holiday brochure. 
 
 
 
 
 

 

Learn2Book would cover this unit well. 
Students get a job as a trainee travel agent with 
Travelicious (our fictional travel agent). The 
first level of Learn2Book introduces you to the 
concept of retail travel and what a travel agent 
does. It looks at the key services it offers and 
the types and benefits of booking a package 
holiday.  

It then introduces them to Parasol Holidays, 
our (fictional) tour operator. Students are 
introduced to Parasol Holidays’ Summer Sun 
brochure to Majorca. This brochure is based on 
brochures offered by mass market tour 
operators and includes a range of pricing 
panels, supplements and reductions to allow 
your students to make full package holiday 
costings. The brochure also includes full terms 
and conditions, car hire, flight only and travel 
insurance.  

Your student is then introduced to PARS- 
Parasol Holidays’ Reservation System, which is 
used to make package holiday bookings.  

Your students are then given a range of 
customer enquires (around 20 of them) and are 
asked to complete a Customer Enquiry Form 
(CEF). They would then make the booking for 
their customer.  

Booking forms are also included as well a range 
of Travelicious stationery, to allow for a more 
realistic learning experience.  

Customer scenarios cover a wide range of 
issues from bookings with children and infants, 
flight only bookings, late bookings, allocation 
on arrival, bookings with under-occupancy 
supplements, being unable to get the holiday 
your customer requested, to name a few.  

So, rather than getting your students to simply 
describe, they could go on and complete 
package holidays bookings for their customers.  

 
 
 
 
 

 
 
 



 
Unit 207 Retail travel services 
 
Outcome 2 Understand specialised 
package holidays 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. identify tour operators providing specialised 
package holidays 
 
2. explain additional services available on 
skiing, boating, camping and motoring holidays 
 
3. explain the importance of obtaining relevant 
information on additional services required by 
customers prior to booking specialised package 
holidays 
 
4. identify what additional information should 
be given to the customer. 
 
 
 
 
Unit 207 Retail travel services 
 
Outcome 3 Understand cruise 
holidays 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. identify major cruise areas throughout the 
world 
 
2. describe types of accommodation offered on 
board cruise ships 
 
3. describe types of facilities available on board 
cruise ships 

 
  



 
4. identify activities available on board cruise 
ships 
 
5. identify key features of different cruise 
products 
 
6. explain the importance of matching cruise 
products to differing customers. 
 
 
 
 
 
 
 
 
Unit 207 Retail travel services 
 
Outcome 4 Be able to cost package 
and cruise holidays 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. calculate the cost of package and cruise 
holidays 
 
2. complete a holiday booking form. 
Knowledge 
 
The learner can: 
 
1. identify elements of package and cruise 
holiday costings 
 
2. explain the reasons for booking conditions 
for package and cruise holidays 
 
3. identify the main terms of booking 
conditions 
 
4. explain the importance of completing a 
booking form 
 
5. identify information included on a holiday 
booking form. 

 
Package holiday costings are covered in great 
depth in Learn2Book.  
 
Learn2Book includes Parasol Holidays’ 
Summer Sun brochure for Majorca. Parasol 
Holidays are our very own (fictional!) tour 
operator.  
 
This brochure includes full pricing panels and a 
range of supplements and reductions. There 
are also 4 pages of terms and conditions 
within the brochure.  
 
Learn2Book has over 20 customer scenarios 
and all of them include a full package holiday 
costing.  
 
 
There are also a number of sessions of 
Learn2Book that cover costings and working 
with supplements and reductions.  
 
Booking forms are also included with 
Learn2Book and can be completed by hand or 
using a saveable pdf.  
 
Learn2Book also comes with Customer Enquiry 
Forms to get your students used to recording 
their customer’s enquiries for them to find 
them the perfect holiday.  



 
 
 
 
 
Unit 207 Retail travel services 
 
Outcome 5 Be able to provide 
information on additional products 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. calculate of the cost of additional products 
for package and cruise holidays 
 
2. provide information to customers relating to 
additional products. 
 
Knowledge 
 
The learner can: 
 
1. identify additional products which may be 
sold to complement package and cruise 
Holidays 
 
2. identify advantages and disadvantages to the 
customer of booking overnight 
accommodation, local to the departure point, 
prior to a holiday 
 
3. identify the advantages and disadvantages to 
the customer of booking car hire at time of 
Booking 
 
4. define terminology related to the cost of car 
hire 
 
5. explain why it is important for customers to 
have travel insurance. 
 
 
 

 
 

There are a number of additional products 
available to purchase within our Parasol 
Holidays brochure including car hire and travel 
insurance.  
 
All  the relevant terms and conditions relating 
to car hire and insurance are also included in 
the brochure.  

 
 
 

 
 



 
 
Unit 214 Resort representatives 
 
Outcome 1 Understand the role of 
resort reps 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. explain the differing roles and responsibilities 
of resort representatives 
 
2. explain the issues relating to working as a 
resort representative 
 
3. explain the features of working in differing 
locations as a resort representative 
 
4. explain differing seasonal duties of resort 
representatives 
 
5. identify differing organisational structures for 
resort representatives 
 
6. describe areas of personal welfare that are 
affected by working as a resort representative. 
 
7. identify opportunities for career progression. 
 
 
 

 

 

All the outcomes and PC’s in this unit are 
covered in Learn2BeArep- our resort repping 
course.  

Designed in a comic book style, this course 
introduces you to Cara, who works in an 
insurance office and dreams of being a holiday 
rep.  

Again, written in conjunction with those 
currently employed as holiday reps, the course 
is based on the recruitment process and 
training programmes of mass market tour 
operators. It also includes a range of scenarios 
commonly encountered in real-life by resort 
reps.  

So, the course follows Cara’s journey- from 
applying online- and the course includes a 
fillable .pdf to allow your students to apply at 
the same time as Cara- to her recruitment day 
where many succeed but many fall by the 
wayside.  

Cara is successful so your students follow her 
journey to Majorca for her full training course. 
Again, this training course is based on the 
training offered to new repping recruits and 
covers everything from health and safety to 
legislation, to liquidation, welcome meetings 
and airport transfers – to name a few.  

 

 

 

 

In fact, the training course includes over 20 
sessions. Some of Cara’s friends also get caught 
in a bar in uniform during training, so there is a 
cautionary tale in there as well!  

Luckily Cara makes it through- phew!- so 
students are asked to help her during her first 
week of the season out in Cala D’or. Problem is, 
there are loads of issues popping up all over the 



place- from missing bags and late running 
transfer coaches, to illness, dangerous wiring 
near the pool and a range of other problems!  

Just as well your students have completed the 
training course alongside Cara, so they give her 
lots of advice on how best to deal with all these 
scenarios.  

 As ever, students completing Learn2BeArep 
will have an incredibly good grounding in the 
theory of the role of resort repping. As a result, 
once they have completed Learn2BeARep, you 
will be able to bring them into college in small 
groups- to allow for social distancing- to 
complete the practical elements of the course 
such as the welcome meeting and the airport 
transfer.  

All the criteria for this particular outcome are 
covered in the sessions Categories of Reps, 
Duties of a Rep and Teamwork which are all 
included in Level 3 of Learn2BeARep.  

 
 
 
Unit 214 Resort representatives 
 
Outcome 2 Understand the duties of 
a resort representative 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. explain what routine duties resort 
representatives carry out 
 
2. identify seasonal duties of resort 
representatives 
 
3. identify what other duties are undertaken by 
resort representatives 
 
4. identify the risks to health and safety that 
can be identified in resorts 
 

 
 
All the criteria for this outcome are covered in 
the sessions entitled Duties of a Rep, Health 
and Safety and Legislation which are all 
included in Level 3 of Learn2BeARep.  
 
There are also scenarios relating to Health and 
Safety and Legislation in Level 4 of 
Learn2BeARep.  



5. explain the tour operators legal responsibility 
to the customer 
 
6. explain organisational policies and guidelines 
on health and safety. 
 
 
Unit 214 Resort representatives 
 
Outcome 3 Be able to carry out 
airport duties and transfers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. carry out airport duties 
 
2. escort customers during transfers 
 
Knowledge 
 
The learner can: 
 
1. explain the range of tasks involved in 
preparing for airport duties 
 
2. explain the responsibilities of a 
representative on arrival transfers 
 
3. explain the responsibilities of a 
representative on departure transfers 
 
4. explain the importance of meeting and 
greeting customers positively 
 
5. describe how a resort representative should 
respond to potential problems 
 
6. identify the correct use of a microphone 
during the course of duty on transfers. 
 
 

 
All  the criteria for this unit are covered in the 
session entitled Airport Transfers which is in 
Level 3 of Learn2BeARep.  
 
There is also a scenario relating to Cara’s first 
airport transfer in Level 4 of Learn2BeARep.  

 
Unit 214 Resort representatives 
 

 
All the criteria for this outcome are covered in 
the sessions entitled Welcome Meeting 1 and 
Welcome Meeting 2 in Level 3 of 
Learn2BeARep.  



Outcome 4 Be able to prepare and 
present a welcome meeting 
 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. prepare welcome meetings for new arrivals 
 
2. present welcome meetings to new arrivals. 
 
Knowledge 
 
The learner can: 
 
1. explain the importance of the welcome 
meeting 
 
2. explain when to have a welcome meeting 
 
3. identify what to include in the welcome 
meeting speech 
 
4. describe how to create the right 
environment for the target audience 
 
5. identify information required for different 
customers and holiday settings 
 
6. identify different audio visuals aids that can 
be used 
 
7. explain the preparation required for a 
welcome meeting 
 
8. explain how to follow up from the welcome 
meeting. 
 

 
 
 
There is also a welcome meeting scenario in 
Level 4 of Learn2BeARep.  

 
 
Unit 214 Resort representatives 
 
Outcome 5 Be able to produce 
information resources for customers 
 
Assessment Criteria 
 

 
 
 
 
 
All the criteria for this outcome can be found in 
the session on Information Boards and Books 
which is in Level 3 of Learn2BeARep.  



Practical skills 
 
The learner can: 
 
1. produce information resources on the 
holiday destination for customers reference 
 
Knowledge 
 
The learner can: 
 
1. identify the types of information required for 
customers 
 
2. explain why an information board is 
important 
 
3. explain how key information should be 
displayed on an information board 
 
4. identify the importance of an information file 
 
5. identify content of an information file 
 
6. identify where to find information for the 
information resources.  
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Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 1 Be able to establish a 
rapport with travel and tourism 
customers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. create a good first impression in dealings 
with customers 
 
2. meet and greet customers in a professional 
manner 
 
3. use good verbal communications skills with 
customers. 
 
Knowledge 
 
The learner can: 
 
 

 
As customer service is such an integral part of 
working in the travel industry, this topic is 
deeply embedded in all our courses. So, you 
may find that you want to teach this subject 
with the key focus on cabin crew, repping, 
airport ground operations or retail travel.  

It is covered in a lot of depth in Lean2Book – 
our retail travel course. As students are making 
reservations for package holidays, they have to 
be able to create a rapport with their 
customers and work to exceed their 
expectations. This is covered in a 67- page 
workbook called Customer Service, Selling 
Skills and Complaint Handling at Travelicious 
(the name of our fictional travel agent!) 
However, it is deeply embedded in the course 
as well.  

One thing that has always been very important 
to us is we want to make our courses as 
realistic as possible and when writing them, we 
always work with people currently employed in 
these roles.  

 

 

 



 
1. explain why good personal appearance is 
important when representing an organisation 
 
2. describe appropriate body language to build 
rapport with customers 
 
3. describe a welcoming customer environment 
 
4. explain how to create a positive image of the 
organisation to customers 
 
5. describe how to meet and greet customers in 
a professional manner 
 
6. explain the importance of a customer’s first 
impression to an organisation. 
 
 

 

As a result, all our courses include a wide range 
of customer scenarios based on scenarios 
encountered by those working in the travel 
industry. Therefore, your students, when they 
begin a course, are given a role of a trainee 
within our (fictional) airline, travel agent, tour 
operator or airport ground operator.  

This means they need to be able to resolve a 
range of different customer scenarios which 
range from flights being delayed, to baggage 
going missing, to becoming ill whilst in resort or 
to being unhappy at the accommodation 
booked for their package holiday.  

We also provide all the relevant documentation 
employees would use in these situations, to 
allow you to create an “immersive” experience 
for your students.  

Learn2BeCabinCrew and Learn2CheckIn also 
include sessions on conflict management.  

Learn2BeCabinCrew, Learn2Book and 
Learn2BeARep also have dedicated sessions on 
the importance of customer service.  

 
  

Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 3 Be able to develop 
positive relationships with 
customers and suppliers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. deliver helpful and consistent customer 
service 
 
2. build positive relationships with customers 
 
3. build good working relationships with 
suppliers. 
 

 
 
All the criteria for this outcome are covered in 
our Customer Service handbook outlined 
above.  
 
Furthermore, Learn2Book can then be used to 
create incredibly realistic role-plays where your 
students are demonstrating their customer 
service skills in a very realistic environment.  



Knowledge 
 
The learner can: 
 
1. explain what is meant by consistent 
customer service 
 
2. explain why consistent customer service is 
important 
 
3. explain why it is important to build lasting 
relationships with external customers 
 
4. explain why it is important to build good 
relationships with internal customers 
 
5. explain why it is important to build positive 
relationships with suppliers. 
 
 
 
 
 
 
Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 4 Be able to establish the 
wants and needs of travel and 
tourism customers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. use effective questioning to investigate 
customers’ wants and needs 
 
2. use effective listening skills to establish 
customers’ wants and needs 
 
3. respond effectively to customers’ non-verbal 
communication signals 
 
4. summarise customers’ wants and needs 
accurately 
 
 

 
All the criteria for this outcome are covered in 
our Customer Service handbook outlined 
above.  
 
Furthermore, Learn2Book can then be used to 
create incredibly realistic role-plays where your 
students are demonstrating their customer 
service skills in a very realistic environment. 



 
Knowledge 
 
The learner can: 
 
1. explain the difference between customers’ 
wants and needs 
 
2. explain why customers’ wants and needs 
must be prioritised 
 
3. explain the difference between open and 
closed questions 
 
4. describe the types of questions that can be 
used to establish customers’ wants and needs 
 
5. explain the term listening skills 
 
6. describe different types of non-verbal 
communication signals 
 
7. explain what different types of non-verbal 
communication signals represent 
 
8. explain how to respond effectively to 
different types of non-verbal communication 
signals 
 
9. explain the importance of summarising 
customers’ wants and needs. 
 
 
 
 
 
Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 5 Be able to select 
products and services to satisfy 
customers’ wants and needs 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
 

 
 

All the criteria for this outcome are covered in 
our Customer Service handbook outlined 
above.  
 
Furthermore, Learn2Book can then be used to 
create incredibly realistic role-plays where your 
students are demonstrating their customer 
service skills in a very realistic environment. 



 
1. use a variety of resources to identify 
products and/or services to meet customers’ 
wants and needs 
 
2. select travel and tourism products and/or 
services that accurately match the customers’ 
Needs 
 
3. select travel and tourism products and/or 
services that may match customers’ wants 
 
4. match features and benefits of the product 
and/or services selected to customers’ wants 
and needs 
 
5. establish whether the product and/or 
services selected is available to the customer. 
 
Knowledge 
 
The learner can: 
 
1. describe resources that can be used to 
identify products and services to meet 
customers’ wants and needs 
 
2. explain the importance of identifying the 
features and benefits of products and services 
 
3. explain the importance of checking 
availability of products or services prior to 
offering to customers. 
 
 
 
Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 6 Be able to present 
products and services to travel and 
tourism customers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
 

 
 

All the criteria for this outcome are covered in 
our Customer Service handbook outlined 
above.  
 
Furthermore, Learn2Book can then be used to 
create incredibly realistic role-plays where your 
students are demonstrating their customer 
service skills in a very realistic environment. 



 
1. use effective communication to present 
selected products and/or services to customers 
 
2. present accurate features and benefits of the 
product and/or services selected to the 
customer. 
 
Knowledge 
The learner can: 
 
1. describe how features of selected products 
and services can be converted into benefits to 
meet customers’ needs and wants 
 
2. explain how features and benefits of selected 
products and services which were not 
originally requested may be advantageous to 
the customer. 
 
 
 
 
 
 
Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 7 Understand how to close 
a travel and tourism sale 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. explain methods that can be used to clarify 
customers’ queries on travel and tourism 
Products 
 
2. identify objections to the sale that the 
customer might raise 
 
3. explain how to gain commitment to buy a 
product or service 
 
4. describe buying signals used by customers to 
indicate a commitment to buy 
 

 
All the criteria for this outcome are covered in 
our Customer Service handbook outlined 
above.  
 
Furthermore, Learn2Book can then be used to 
create incredibly realistic role-plays where your 
students are demonstrating their customer 
service skills in a very realistic environment. 



5. describe how to respond to buying signals 
 
6. identify additional products and service that 
can be offered to customers to increase sales 
 
7. explain how to complete the sale on behalf 
of the customer. 
 
 
 
Unit 204 Interpersonal skills for the 
travel and tourism workplace 
 
Outcome 1 Be able to communicate 
effectively in travel and tourism 
workplaces 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. communicate effectively with colleagues and 
customers using different communication 
methods. 
 
Knowledge 
 
The learner can: 
 
1. identify methods of communication 
 
2. explain the importance of good 
communication 
 
3. identify when to use different methods of 
communication 
 
4. identify barriers to effective communication 
 
5. describe how to overcome barriers to 
effective communication. 
 
 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
The three key forms of communication – 
verbal, vocal and non-verbal- are covered in the 
Customer Service workbook included with 
Learn2Book.  
 
 

 
 
 
 

 
 
 
 



 
Unit 204 Interpersonal skills for the 
travel and tourism workplace 
 
Outcome 2 Be able to promote a 
positive self-image 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. use body language to promote a positive self 
image. 
 
Knowledge 
 
The learner can: 
 
1. identify basic body language signals 
 
2. describe positive body language 
 
3. describe negative body language 
 
4. explain how body language can be used 
effectively in communication. 
 
 

 
Body language is covered in our workbook on 
Customer Service which is included with 
Learn2Book.  

 
 
Unit 204 Interpersonal skills for the 
travel and tourism workplace 
 
Outcome 3 Be able to present 
information effectively to others 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. present information effectively to others. 
 
 
 
 

 
 

 
 



 
Knowledge 
 
The learner can: 
 
1. identify different methods of presenting 
information 
 
2. explain the importance of presenting 
information effectively 
 
3. describe factors to be considered when 
selecting effective mediums of communication 
 
4. identify communication skills to present 
information effectively to others. 
 
 
 
 
 
Unit 204 Interpersonal skills for the 
travel and tourism workplace 
 
Outcome 4 Be able to work as part 
of a team 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. work effectively in a team. 
 
Knowledge 
 
The learner can: 
 
1. explain the importance of teamwork 
 
2. identify skills required for good teamwork 
 
3. explain how skills are used to promote 
effective team working. 
 
 

 
 
 
 
 
 
 
Teamwork is covered in a lot of depth in  
Learn2BeCabinCrew and there is a session in 
Level 1 called Teamwork and the chain of 
command. There is also a session on 
Teamwork in Level 3 of Learn2BeARep 
 

 
 
 

 
 



 
Unit 207 Retail travel services 
 
Outcome 1 Understand UK package 
holidays to destinations within the 
UK and overseas 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. explain the major components of a package 
holiday 
 
2. identify types of package holidays 
 
3. identify tour operators who provide the 
different types of package holidays 
 
4. identify information contained in a package 
holiday brochure. 
 
 
 
 
 

 

Learn2Book would cover this unit well. 
Students get a job as a trainee travel agent with 
Travelicious (our fictional travel agent). The 
first level of Learn2Book introduces you to the 
concept of retail travel and what a travel agent 
does. It looks at the key services it offers and 
the types and benefits of booking a package 
holiday.  

It then introduces them to Parasol Holidays, 
our (fictional) tour operator. Students are 
introduced to Parasol Holidays’ Summer Sun 
brochure to Majorca. This brochure is based on 
brochures offered by mass market tour 
operators and includes a range of pricing 
panels, supplements and reductions to allow 
your students to make full package holiday 
costings. The brochure also includes full terms 
and conditions, car hire, flight only and travel 
insurance.  

Your student is then introduced to PARS- 
Parasol Holidays’ Reservation System, which is 
used to make package holiday bookings.  

Your students are then given a range of 
customer enquires (around 20 of them) and are 
asked to complete a Customer Enquiry Form 
(CEF). They would then make the booking for 
their customer.  

Booking forms are also included as well a range 
of Travelicious stationery, to allow for a more 
realistic learning experience.  

Customer scenarios cover a wide range of 
issues from bookings with children and infants, 
flight only bookings, late bookings, allocation 
on arrival, bookings with under-occupancy 
supplements, being unable to get the holiday 
your customer requested, to name a few.  

So, rather than getting your students to simply 
describe, they could go on and complete 
package holidays bookings for their customers.  

 
 
 
 
 

 
 
 



 
Unit 207 Retail travel services 
 
Outcome 2 Understand specialised 
package holidays 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. identify tour operators providing specialised 
package holidays 
 
2. explain additional services available on 
skiing, boating, camping and motoring holidays 
 
3. explain the importance of obtaining relevant 
information on additional services required by 
customers prior to booking specialised package 
holidays 
 
4. identify what additional information should 
be given to the customer. 
 
 
 
 
Unit 207 Retail travel services 
 
Outcome 3 Understand cruise 
holidays 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. identify major cruise areas throughout the 
world 
 
2. describe types of accommodation offered on 
board cruise ships 
 
3. describe types of facilities available on board 
cruise ships 

 
  



 
4. identify activities available on board cruise 
ships 
 
5. identify key features of different cruise 
products 
 
6. explain the importance of matching cruise 
products to differing customers. 
 
 
 
 
 
 
 
 
Unit 207 Retail travel services 
 
Outcome 4 Be able to cost package 
and cruise holidays 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. calculate the cost of package and cruise 
holidays 
 
2. complete a holiday booking form. 
Knowledge 
 
The learner can: 
 
1. identify elements of package and cruise 
holiday costings 
 
2. explain the reasons for booking conditions 
for package and cruise holidays 
 
3. identify the main terms of booking 
conditions 
 
4. explain the importance of completing a 
booking form 
 
5. identify information included on a holiday 
booking form. 

 
Package holiday costings are covered in great 
depth in Learn2Book.  
 
Learn2Book includes Parasol Holidays’ 
Summer Sun brochure for Majorca. Parasol 
Holidays are our very own (fictional!) tour 
operator.  
 
This brochure includes full pricing panels and a 
range of supplements and reductions. There 
are also 4 pages of terms and conditions 
within the brochure.  
 
Learn2Book has over 20 customer scenarios 
and all of them include a full package holiday 
costing.  
 
 
There are also a number of sessions of 
Learn2Book that cover costings and working 
with supplements and reductions.  
 
Booking forms are also included with 
Learn2Book and can be completed by hand or 
using a saveable pdf.  
 
Learn2Book also comes with Customer Enquiry 
Forms to get your students used to recording 
their customer’s enquiries for them to find 
them the perfect holiday.  



 
 
 
 
 
Unit 207 Retail travel services 
 
Outcome 5 Be able to provide 
information on additional products 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. calculate of the cost of additional products 
for package and cruise holidays 
 
2. provide information to customers relating to 
additional products. 
 
Knowledge 
 
The learner can: 
 
1. identify additional products which may be 
sold to complement package and cruise 
Holidays 
 
2. identify advantages and disadvantages to the 
customer of booking overnight 
accommodation, local to the departure point, 
prior to a holiday 
 
3. identify the advantages and disadvantages to 
the customer of booking car hire at time of 
Booking 
 
4. define terminology related to the cost of car 
hire 
 
5. explain why it is important for customers to 
have travel insurance. 
 
 
 

 
 

There are a number of additional products 
available to purchase within our Parasol 
Holidays brochure including car hire and travel 
insurance.  
 
All  the relevant terms and conditions relating 
to car hire and insurance are also included in 
the brochure.  

 
 
 

 
 



 
 
Unit 214 Resort representatives 
 
Outcome 1 Understand the role of 
resort reps 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. explain the differing roles and responsibilities 
of resort representatives 
 
2. explain the issues relating to working as a 
resort representative 
 
3. explain the features of working in differing 
locations as a resort representative 
 
4. explain differing seasonal duties of resort 
representatives 
 
5. identify differing organisational structures for 
resort representatives 
 
6. describe areas of personal welfare that are 
affected by working as a resort representative. 
 
7. identify opportunities for career progression. 
 
 
 

 

 

All the outcomes and PC’s in this unit are 
covered in Learn2BeArep- our resort repping 
course.  

Designed in a comic book style, this course 
introduces you to Cara, who works in an 
insurance office and dreams of being a holiday 
rep.  

Again, written in conjunction with those 
currently employed as holiday reps, the course 
is based on the recruitment process and 
training programmes of mass market tour 
operators. It also includes a range of scenarios 
commonly encountered in real-life by resort 
reps.  

So, the course follows Cara’s journey- from 
applying online- and the course includes a 
fillable .pdf to allow your students to apply at 
the same time as Cara- to her recruitment day 
where many succeed but many fall by the 
wayside.  

Cara is successful so your students follow her 
journey to Majorca for her full training course. 
Again, this training course is based on the 
training offered to new repping recruits and 
covers everything from health and safety to 
legislation, to liquidation, welcome meetings 
and airport transfers – to name a few.  

 

 

 

 

In fact, the training course includes over 20 
sessions. Some of Cara’s friends also get caught 
in a bar in uniform during training, so there is a 
cautionary tale in there as well!  

Luckily Cara makes it through- phew!- so 
students are asked to help her during her first 
week of the season out in Cala D’or. Problem is, 
there are loads of issues popping up all over the 



place- from missing bags and late running 
transfer coaches, to illness, dangerous wiring 
near the pool and a range of other problems!  

Just as well your students have completed the 
training course alongside Cara, so they give her 
lots of advice on how best to deal with all these 
scenarios.  

 As ever, students completing Learn2BeArep 
will have an incredibly good grounding in the 
theory of the role of resort repping. As a result, 
once they have completed Learn2BeARep, you 
will be able to bring them into college in small 
groups- to allow for social distancing- to 
complete the practical elements of the course 
such as the welcome meeting and the airport 
transfer.  

All the criteria for this particular outcome are 
covered in the sessions Categories of Reps, 
Duties of a Rep and Teamwork which are all 
included in Level 3 of Learn2BeARep.  

 
 
 
Unit 214 Resort representatives 
 
Outcome 2 Understand the duties of 
a resort representative 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. explain what routine duties resort 
representatives carry out 
 
2. identify seasonal duties of resort 
representatives 
 
3. identify what other duties are undertaken by 
resort representatives 
 
4. identify the risks to health and safety that 
can be identified in resorts 
 

 
 
All the criteria for this outcome are covered in 
the sessions entitled Duties of a Rep, Health 
and Safety and Legislation which are all 
included in Level 3 of Learn2BeARep.  
 
There are also scenarios relating to Health and 
Safety and Legislation in Level 4 of 
Learn2BeARep.  



5. explain the tour operators legal responsibility 
to the customer 
 
6. explain organisational policies and guidelines 
on health and safety. 
 
 
Unit 214 Resort representatives 
 
Outcome 3 Be able to carry out 
airport duties and transfers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. carry out airport duties 
 
2. escort customers during transfers 
 
Knowledge 
 
The learner can: 
 
1. explain the range of tasks involved in 
preparing for airport duties 
 
2. explain the responsibilities of a 
representative on arrival transfers 
 
3. explain the responsibilities of a 
representative on departure transfers 
 
4. explain the importance of meeting and 
greeting customers positively 
 
5. describe how a resort representative should 
respond to potential problems 
 
6. identify the correct use of a microphone 
during the course of duty on transfers. 
 
 

 
All  the criteria for this unit are covered in the 
session entitled Airport Transfers which is in 
Level 3 of Learn2BeARep.  
 
There is also a scenario relating to Cara’s first 
airport transfer in Level 4 of Learn2BeARep.  

 
Unit 214 Resort representatives 
 

 
All the criteria for this outcome are covered in 
the sessions entitled Welcome Meeting 1 and 
Welcome Meeting 2 in Level 3 of 
Learn2BeARep.  



Outcome 4 Be able to prepare and 
present a welcome meeting 
 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. prepare welcome meetings for new arrivals 
 
2. present welcome meetings to new arrivals. 
 
Knowledge 
 
The learner can: 
 
1. explain the importance of the welcome 
meeting 
 
2. explain when to have a welcome meeting 
 
3. identify what to include in the welcome 
meeting speech 
 
4. describe how to create the right 
environment for the target audience 
 
5. identify information required for different 
customers and holiday settings 
 
6. identify different audio visuals aids that can 
be used 
 
7. explain the preparation required for a 
welcome meeting 
 
8. explain how to follow up from the welcome 
meeting. 
 

 
 
 
There is also a welcome meeting scenario in 
Level 4 of Learn2BeARep.  

 
 
Unit 214 Resort representatives 
 
Outcome 5 Be able to produce 
information resources for customers 
 
Assessment Criteria 
 

 
 
 
 
 
All the criteria for this outcome can be found in 
the session on Information Boards and Books 
which is in Level 3 of Learn2BeARep.  



Practical skills 
 
The learner can: 
 
1. produce information resources on the 
holiday destination for customers reference 
 
Knowledge 
 
The learner can: 
 
1. identify the types of information required for 
customers 
 
2. explain why an information board is 
important 
 
3. explain how key information should be 
displayed on an information board 
 
4. identify the importance of an information file 
 
5. identify content of an information file 
 
6. identify where to find information for the 
information resources.  
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Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 1 Be able to establish a 
rapport with travel and tourism 
customers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. create a good first impression in dealings 
with customers 
 
2. meet and greet customers in a professional 
manner 
 
3. use good verbal communications skills with 
customers. 
 
Knowledge 
 
The learner can: 
 
 

 
As customer service is such an integral part of 
working in the travel industry, this topic is 
deeply embedded in all our courses. So, you 
may find that you want to teach this subject 
with the key focus on cabin crew, repping, 
airport ground operations or retail travel.  

It is covered in a lot of depth in Lean2Book – 
our retail travel course. As students are making 
reservations for package holidays, they have to 
be able to create a rapport with their 
customers and work to exceed their 
expectations. This is covered in a 67- page 
workbook called Customer Service, Selling 
Skills and Complaint Handling at Travelicious 
(the name of our fictional travel agent!) 
However, it is deeply embedded in the course 
as well.  

One thing that has always been very important 
to us is we want to make our courses as 
realistic as possible and when writing them, we 
always work with people currently employed in 
these roles.  

 

 

 



 
1. explain why good personal appearance is 
important when representing an organisation 
 
2. describe appropriate body language to build 
rapport with customers 
 
3. describe a welcoming customer environment 
 
4. explain how to create a positive image of the 
organisation to customers 
 
5. describe how to meet and greet customers in 
a professional manner 
 
6. explain the importance of a customer’s first 
impression to an organisation. 
 
 

 

As a result, all our courses include a wide range 
of customer scenarios based on scenarios 
encountered by those working in the travel 
industry. Therefore, your students, when they 
begin a course, are given a role of a trainee 
within our (fictional) airline, travel agent, tour 
operator or airport ground operator.  

This means they need to be able to resolve a 
range of different customer scenarios which 
range from flights being delayed, to baggage 
going missing, to becoming ill whilst in resort or 
to being unhappy at the accommodation 
booked for their package holiday.  

We also provide all the relevant documentation 
employees would use in these situations, to 
allow you to create an “immersive” experience 
for your students.  

Learn2BeCabinCrew and Learn2CheckIn also 
include sessions on conflict management.  

Learn2BeCabinCrew, Learn2Book and 
Learn2BeARep also have dedicated sessions on 
the importance of customer service.  

 
  

Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 3 Be able to develop 
positive relationships with 
customers and suppliers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. deliver helpful and consistent customer 
service 
 
2. build positive relationships with customers 
 
3. build good working relationships with 
suppliers. 
 

 
 
All the criteria for this outcome are covered in 
our Customer Service handbook outlined 
above.  
 
Furthermore, Learn2Book can then be used to 
create incredibly realistic role-plays where your 
students are demonstrating their customer 
service skills in a very realistic environment.  



Knowledge 
 
The learner can: 
 
1. explain what is meant by consistent 
customer service 
 
2. explain why consistent customer service is 
important 
 
3. explain why it is important to build lasting 
relationships with external customers 
 
4. explain why it is important to build good 
relationships with internal customers 
 
5. explain why it is important to build positive 
relationships with suppliers. 
 
 
 
 
 
 
Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 4 Be able to establish the 
wants and needs of travel and 
tourism customers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. use effective questioning to investigate 
customers’ wants and needs 
 
2. use effective listening skills to establish 
customers’ wants and needs 
 
3. respond effectively to customers’ non-verbal 
communication signals 
 
4. summarise customers’ wants and needs 
accurately 
 
 

 
All the criteria for this outcome are covered in 
our Customer Service handbook outlined 
above.  
 
Furthermore, Learn2Book can then be used to 
create incredibly realistic role-plays where your 
students are demonstrating their customer 
service skills in a very realistic environment. 



 
Knowledge 
 
The learner can: 
 
1. explain the difference between customers’ 
wants and needs 
 
2. explain why customers’ wants and needs 
must be prioritised 
 
3. explain the difference between open and 
closed questions 
 
4. describe the types of questions that can be 
used to establish customers’ wants and needs 
 
5. explain the term listening skills 
 
6. describe different types of non-verbal 
communication signals 
 
7. explain what different types of non-verbal 
communication signals represent 
 
8. explain how to respond effectively to 
different types of non-verbal communication 
signals 
 
9. explain the importance of summarising 
customers’ wants and needs. 
 
 
 
 
 
Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 5 Be able to select 
products and services to satisfy 
customers’ wants and needs 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
 

 
 

All the criteria for this outcome are covered in 
our Customer Service handbook outlined 
above.  
 
Furthermore, Learn2Book can then be used to 
create incredibly realistic role-plays where your 
students are demonstrating their customer 
service skills in a very realistic environment. 



 
1. use a variety of resources to identify 
products and/or services to meet customers’ 
wants and needs 
 
2. select travel and tourism products and/or 
services that accurately match the customers’ 
Needs 
 
3. select travel and tourism products and/or 
services that may match customers’ wants 
 
4. match features and benefits of the product 
and/or services selected to customers’ wants 
and needs 
 
5. establish whether the product and/or 
services selected is available to the customer. 
 
Knowledge 
 
The learner can: 
 
1. describe resources that can be used to 
identify products and services to meet 
customers’ wants and needs 
 
2. explain the importance of identifying the 
features and benefits of products and services 
 
3. explain the importance of checking 
availability of products or services prior to 
offering to customers. 
 
 
 
Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 6 Be able to present 
products and services to travel and 
tourism customers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
 

 
 

All the criteria for this outcome are covered in 
our Customer Service handbook outlined 
above.  
 
Furthermore, Learn2Book can then be used to 
create incredibly realistic role-plays where your 
students are demonstrating their customer 
service skills in a very realistic environment. 



 
1. use effective communication to present 
selected products and/or services to customers 
 
2. present accurate features and benefits of the 
product and/or services selected to the 
customer. 
 
Knowledge 
The learner can: 
 
1. describe how features of selected products 
and services can be converted into benefits to 
meet customers’ needs and wants 
 
2. explain how features and benefits of selected 
products and services which were not 
originally requested may be advantageous to 
the customer. 
 
 
 
 
 
 
Unit 203 Customer service and 
selling skills for travel and tourism 
 
Outcome 7 Understand how to close 
a travel and tourism sale 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. explain methods that can be used to clarify 
customers’ queries on travel and tourism 
Products 
 
2. identify objections to the sale that the 
customer might raise 
 
3. explain how to gain commitment to buy a 
product or service 
 
4. describe buying signals used by customers to 
indicate a commitment to buy 
 

 
All the criteria for this outcome are covered in 
our Customer Service handbook outlined 
above.  
 
Furthermore, Learn2Book can then be used to 
create incredibly realistic role-plays where your 
students are demonstrating their customer 
service skills in a very realistic environment. 



5. describe how to respond to buying signals 
 
6. identify additional products and service that 
can be offered to customers to increase sales 
 
7. explain how to complete the sale on behalf 
of the customer. 
 
 
 
Unit 204 Interpersonal skills for the 
travel and tourism workplace 
 
Outcome 1 Be able to communicate 
effectively in travel and tourism 
workplaces 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. communicate effectively with colleagues and 
customers using different communication 
methods. 
 
Knowledge 
 
The learner can: 
 
1. identify methods of communication 
 
2. explain the importance of good 
communication 
 
3. identify when to use different methods of 
communication 
 
4. identify barriers to effective communication 
 
5. describe how to overcome barriers to 
effective communication. 
 
 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
The three key forms of communication – 
verbal, vocal and non-verbal- are covered in the 
Customer Service workbook included with 
Learn2Book.  
 
 

 
 
 
 

 
 
 
 



 
Unit 204 Interpersonal skills for the 
travel and tourism workplace 
 
Outcome 2 Be able to promote a 
positive self-image 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. use body language to promote a positive self 
image. 
 
Knowledge 
 
The learner can: 
 
1. identify basic body language signals 
 
2. describe positive body language 
 
3. describe negative body language 
 
4. explain how body language can be used 
effectively in communication. 
 
 

 
Body language is covered in our workbook on 
Customer Service which is included with 
Learn2Book.  

 
 
Unit 204 Interpersonal skills for the 
travel and tourism workplace 
 
Outcome 3 Be able to present 
information effectively to others 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. present information effectively to others. 
 
 
 
 

 
 

 
 



 
Knowledge 
 
The learner can: 
 
1. identify different methods of presenting 
information 
 
2. explain the importance of presenting 
information effectively 
 
3. describe factors to be considered when 
selecting effective mediums of communication 
 
4. identify communication skills to present 
information effectively to others. 
 
 
 
 
 
Unit 204 Interpersonal skills for the 
travel and tourism workplace 
 
Outcome 4 Be able to work as part 
of a team 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. work effectively in a team. 
 
Knowledge 
 
The learner can: 
 
1. explain the importance of teamwork 
 
2. identify skills required for good teamwork 
 
3. explain how skills are used to promote 
effective team working. 
 
 

 
 
 
 
 
 
 
Teamwork is covered in a lot of depth in  
Learn2BeCabinCrew and there is a session in 
Level 1 called Teamwork and the chain of 
command. There is also a session on 
Teamwork in Level 3 of Learn2BeARep 
 

 
 
 

 
 



 
Unit 207 Retail travel services 
 
Outcome 1 Understand UK package 
holidays to destinations within the 
UK and overseas 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. explain the major components of a package 
holiday 
 
2. identify types of package holidays 
 
3. identify tour operators who provide the 
different types of package holidays 
 
4. identify information contained in a package 
holiday brochure. 
 
 
 
 
 

 

Learn2Book would cover this unit well. 
Students get a job as a trainee travel agent with 
Travelicious (our fictional travel agent). The 
first level of Learn2Book introduces you to the 
concept of retail travel and what a travel agent 
does. It looks at the key services it offers and 
the types and benefits of booking a package 
holiday.  

It then introduces them to Parasol Holidays, 
our (fictional) tour operator. Students are 
introduced to Parasol Holidays’ Summer Sun 
brochure to Majorca. This brochure is based on 
brochures offered by mass market tour 
operators and includes a range of pricing 
panels, supplements and reductions to allow 
your students to make full package holiday 
costings. The brochure also includes full terms 
and conditions, car hire, flight only and travel 
insurance.  

Your student is then introduced to PARS- 
Parasol Holidays’ Reservation System, which is 
used to make package holiday bookings.  

Your students are then given a range of 
customer enquires (around 20 of them) and are 
asked to complete a Customer Enquiry Form 
(CEF). They would then make the booking for 
their customer.  

Booking forms are also included as well a range 
of Travelicious stationery, to allow for a more 
realistic learning experience.  

Customer scenarios cover a wide range of 
issues from bookings with children and infants, 
flight only bookings, late bookings, allocation 
on arrival, bookings with under-occupancy 
supplements, being unable to get the holiday 
your customer requested, to name a few.  

So, rather than getting your students to simply 
describe, they could go on and complete 
package holidays bookings for their customers.  

 
 
 
 
 

 
 
 



 
Unit 207 Retail travel services 
 
Outcome 2 Understand specialised 
package holidays 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. identify tour operators providing specialised 
package holidays 
 
2. explain additional services available on 
skiing, boating, camping and motoring holidays 
 
3. explain the importance of obtaining relevant 
information on additional services required by 
customers prior to booking specialised package 
holidays 
 
4. identify what additional information should 
be given to the customer. 
 
 
 
 
Unit 207 Retail travel services 
 
Outcome 3 Understand cruise 
holidays 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. identify major cruise areas throughout the 
world 
 
2. describe types of accommodation offered on 
board cruise ships 
 
3. describe types of facilities available on board 
cruise ships 

 
  



 
4. identify activities available on board cruise 
ships 
 
5. identify key features of different cruise 
products 
 
6. explain the importance of matching cruise 
products to differing customers. 
 
 
 
 
 
 
 
 
Unit 207 Retail travel services 
 
Outcome 4 Be able to cost package 
and cruise holidays 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. calculate the cost of package and cruise 
holidays 
 
2. complete a holiday booking form. 
Knowledge 
 
The learner can: 
 
1. identify elements of package and cruise 
holiday costings 
 
2. explain the reasons for booking conditions 
for package and cruise holidays 
 
3. identify the main terms of booking 
conditions 
 
4. explain the importance of completing a 
booking form 
 
5. identify information included on a holiday 
booking form. 

 
Package holiday costings are covered in great 
depth in Learn2Book.  
 
Learn2Book includes Parasol Holidays’ 
Summer Sun brochure for Majorca. Parasol 
Holidays are our very own (fictional!) tour 
operator.  
 
This brochure includes full pricing panels and a 
range of supplements and reductions. There 
are also 4 pages of terms and conditions 
within the brochure.  
 
Learn2Book has over 20 customer scenarios 
and all of them include a full package holiday 
costing.  
 
 
There are also a number of sessions of 
Learn2Book that cover costings and working 
with supplements and reductions.  
 
Booking forms are also included with 
Learn2Book and can be completed by hand or 
using a saveable pdf.  
 
Learn2Book also comes with Customer Enquiry 
Forms to get your students used to recording 
their customer’s enquiries for them to find 
them the perfect holiday.  



 
 
 
 
 
Unit 207 Retail travel services 
 
Outcome 5 Be able to provide 
information on additional products 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. calculate of the cost of additional products 
for package and cruise holidays 
 
2. provide information to customers relating to 
additional products. 
 
Knowledge 
 
The learner can: 
 
1. identify additional products which may be 
sold to complement package and cruise 
Holidays 
 
2. identify advantages and disadvantages to the 
customer of booking overnight 
accommodation, local to the departure point, 
prior to a holiday 
 
3. identify the advantages and disadvantages to 
the customer of booking car hire at time of 
Booking 
 
4. define terminology related to the cost of car 
hire 
 
5. explain why it is important for customers to 
have travel insurance. 
 
 
 

 
 

There are a number of additional products 
available to purchase within our Parasol 
Holidays brochure including car hire and travel 
insurance.  
 
All  the relevant terms and conditions relating 
to car hire and insurance are also included in 
the brochure.  

 
 
 

 
 



 
 
Unit 214 Resort representatives 
 
Outcome 1 Understand the role of 
resort reps 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. explain the differing roles and responsibilities 
of resort representatives 
 
2. explain the issues relating to working as a 
resort representative 
 
3. explain the features of working in differing 
locations as a resort representative 
 
4. explain differing seasonal duties of resort 
representatives 
 
5. identify differing organisational structures for 
resort representatives 
 
6. describe areas of personal welfare that are 
affected by working as a resort representative. 
 
7. identify opportunities for career progression. 
 
 
 

 

 

All the outcomes and PC’s in this unit are 
covered in Learn2BeArep- our resort repping 
course.  

Designed in a comic book style, this course 
introduces you to Cara, who works in an 
insurance office and dreams of being a holiday 
rep.  

Again, written in conjunction with those 
currently employed as holiday reps, the course 
is based on the recruitment process and 
training programmes of mass market tour 
operators. It also includes a range of scenarios 
commonly encountered in real-life by resort 
reps.  

So, the course follows Cara’s journey- from 
applying online- and the course includes a 
fillable .pdf to allow your students to apply at 
the same time as Cara- to her recruitment day 
where many succeed but many fall by the 
wayside.  

Cara is successful so your students follow her 
journey to Majorca for her full training course. 
Again, this training course is based on the 
training offered to new repping recruits and 
covers everything from health and safety to 
legislation, to liquidation, welcome meetings 
and airport transfers – to name a few.  

 

 

 

 

In fact, the training course includes over 20 
sessions. Some of Cara’s friends also get caught 
in a bar in uniform during training, so there is a 
cautionary tale in there as well!  

Luckily Cara makes it through- phew!- so 
students are asked to help her during her first 
week of the season out in Cala D’or. Problem is, 
there are loads of issues popping up all over the 



place- from missing bags and late running 
transfer coaches, to illness, dangerous wiring 
near the pool and a range of other problems!  

Just as well your students have completed the 
training course alongside Cara, so they give her 
lots of advice on how best to deal with all these 
scenarios.  

 As ever, students completing Learn2BeArep 
will have an incredibly good grounding in the 
theory of the role of resort repping. As a result, 
once they have completed Learn2BeARep, you 
will be able to bring them into college in small 
groups- to allow for social distancing- to 
complete the practical elements of the course 
such as the welcome meeting and the airport 
transfer.  

All the criteria for this particular outcome are 
covered in the sessions Categories of Reps, 
Duties of a Rep and Teamwork which are all 
included in Level 3 of Learn2BeARep.  

 
 
 
Unit 214 Resort representatives 
 
Outcome 2 Understand the duties of 
a resort representative 
 
Assessment Criteria 
 
Knowledge 
 
The learner can: 
 
1. explain what routine duties resort 
representatives carry out 
 
2. identify seasonal duties of resort 
representatives 
 
3. identify what other duties are undertaken by 
resort representatives 
 
4. identify the risks to health and safety that 
can be identified in resorts 
 

 
 
All the criteria for this outcome are covered in 
the sessions entitled Duties of a Rep, Health 
and Safety and Legislation which are all 
included in Level 3 of Learn2BeARep.  
 
There are also scenarios relating to Health and 
Safety and Legislation in Level 4 of 
Learn2BeARep.  



5. explain the tour operators legal responsibility 
to the customer 
 
6. explain organisational policies and guidelines 
on health and safety. 
 
 
Unit 214 Resort representatives 
 
Outcome 3 Be able to carry out 
airport duties and transfers 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. carry out airport duties 
 
2. escort customers during transfers 
 
Knowledge 
 
The learner can: 
 
1. explain the range of tasks involved in 
preparing for airport duties 
 
2. explain the responsibilities of a 
representative on arrival transfers 
 
3. explain the responsibilities of a 
representative on departure transfers 
 
4. explain the importance of meeting and 
greeting customers positively 
 
5. describe how a resort representative should 
respond to potential problems 
 
6. identify the correct use of a microphone 
during the course of duty on transfers. 
 
 

 
All  the criteria for this unit are covered in the 
session entitled Airport Transfers which is in 
Level 3 of Learn2BeARep.  
 
There is also a scenario relating to Cara’s first 
airport transfer in Level 4 of Learn2BeARep.  

 
Unit 214 Resort representatives 
 

 
All the criteria for this outcome are covered in 
the sessions entitled Welcome Meeting 1 and 
Welcome Meeting 2 in Level 3 of 
Learn2BeARep.  



Outcome 4 Be able to prepare and 
present a welcome meeting 
 
 
Assessment Criteria 
 
Practical skills 
 
The learner can: 
 
1. prepare welcome meetings for new arrivals 
 
2. present welcome meetings to new arrivals. 
 
Knowledge 
 
The learner can: 
 
1. explain the importance of the welcome 
meeting 
 
2. explain when to have a welcome meeting 
 
3. identify what to include in the welcome 
meeting speech 
 
4. describe how to create the right 
environment for the target audience 
 
5. identify information required for different 
customers and holiday settings 
 
6. identify different audio visuals aids that can 
be used 
 
7. explain the preparation required for a 
welcome meeting 
 
8. explain how to follow up from the welcome 
meeting. 
 

 
 
 
There is also a welcome meeting scenario in 
Level 4 of Learn2BeARep.  
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Outcome 5 Be able to produce 
information resources for customers 
 
Assessment Criteria 
 

 
 
 
 
 
All the criteria for this outcome can be found in 
the session on Information Boards and Books 
which is in Level 3 of Learn2BeARep.  



Practical skills 
 
The learner can: 
 
1. produce information resources on the 
holiday destination for customers reference 
 
Knowledge 
 
The learner can: 
 
1. identify the types of information required for 
customers 
 
2. explain why an information board is 
important 
 
3. explain how key information should be 
displayed on an information board 
 
4. identify the importance of an information file 
 
5. identify content of an information file 
 
6. identify where to find information for the 
information resources.  
 
 

 




