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At the airport  
You are a small team of 4 reps. who have just arrived at the airport at 1325 with departing guests. 

The airport is very busy with yours and other tour operators’ flights. You have checked-in all your 
guests, and they have gone through security and are now waiting in the departure lounge. 

Whilst in the arrival hall, you hear over the tannoy, that the flight that was due to land at 1500 will 
be at least 6 hours delayed and no explanation is given for the delay. 

There are 250 passengers in the departure lounge which include 10 infants (under 2 years of age). 

The last meal that the guests had was breakfast and they were due a meal at 15.30 on-board the 
flight. 

The resort office is closed as it is a Sunday and no-one of authority can be contacted. 

You have now heard an announcement which asks for a Parasol Holiday representative must 
proceed to passport control immediately as the departing guests are extremely upset. 

Since the announcement, no-one has told the guests what is going on. 

You are all expected to be on evening duty at 1800. 

 

 

 



 

 

 

 

Task  
Taking into consideration both set of guests. Your task is to come up with logical steps to resolve this 
situation.  

- what action should you take?  

- what arrangements should be made?  

- who should be contacted?  

- who, within the team, will be responsible for carrying out the actions 
as agreed?  

- within your repping team, please decide your course of action and be 
prepared to present this to the rest of the class.  
 

Preparation time for this exercise- 15 minutes  



We give you the perfect
ingredients to create a
totally realistic learning
environment- just add

students! 
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