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Hello and welcome to our mapping document for NCFE Level 2 Travel and Tourism.  

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

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

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.  

 

NCFE Unit  
 
 

 Travel Training Academy  

 
Unit 01 Customer service in travel 
and tourism (T/507/2655) 
 
Learning outcome 1 
 
The learner will: 
 
Understand the importance of meeting 
customer needs in travel and 
Tourism 
 
The learner must know about: 
 
• The importance of customer service to travel 
and tourism organisations and their customers 
 
• Customer needs and how they are met in 
different types of facilities and services 
 

 
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.  

All the criteria for outcome one can be covered 
in the sessions on Customer Service in 
Learn2Book, Learn2BeCabinCrew, 
Learn2BeARep and Learn2BookaRoom  

  



  
 
 
Unit 01 Customer service in travel 
and tourism (T/507/2655)  
 
Learning outcome 2 
 
The learner will: 
 
Provide customer service in travel and tourism 
situations 
 
 
The learner must demonstrate: 
 
• Customer service skills in different travel and 
tourism situations 
 
• Customer service skills when dealing with 
challenging travel and tourism situations 
 
• Production of written documents to support 
customer service in travel and tourism 
situations 
 

 
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.  

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.  
 
In addition, there are resources for each of our 
courses that can be used to develop customer 
service scenarios for a range of travel 
situations.  
 
 
 

 
Unit 06 Understanding package 
holidays (F/507/2660) 
 
Learning outcome 1 
 
The learner will: 

 
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 



 
Understand how package holidays are 
developed and sold 
 
The learner must know about: 
 
• What makes up a package holiday 
 
 
• How package holidays are developed to meet 
the needs of different 
target markets 
 
• How tour operators sell package holidays 
 
• How package holidays for different target 
markets are promoted by tour 
operators 
 

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. 

All the criteria for this outcome are covered in 
Level 1 of Learn2Book.   

 
 
 
Unit 06 Understanding package 
holidays (F/507/2660)  
 
Learning outcome 2 
 
The learner will: 
 

 
All the criteria in this outcome is covered in 
Levels 2,3  and 4 of Learn2Book.  
 
Learn2Book includes over 20 customer 
scenarios, so your students can be given a 
scenario and asked to find a suitable holiday for 
them in Parasol Holidays’ Summer Sun 
brochure. They can then complete a Customer 
Enquiry Form and calculate a manual costing.  
 



Recommend a suitable package holiday to a 
customer 
 
The learner must demonstrate: 
 
• Recommending a suitable package holiday to 
a customer 
 
• The reasons for the recommendation to a 
customer 
 
 

Your student can then go on the relevant 
session of Learn2Book and make a booking for 
their customer- and check if their manual 
costing is correct!  
 
Once the booking has been made, your student 
can then complete a booking form.  

 
 
Unit 06 Understanding package 
holidays (F/507/2660)  
 
Learning outcome 3 
 
The learner will: 
 
Understand the changes to the package holiday 
market 
 
The learner must demonstrate: 
 
• The decline in popularity of package holidays 
 
• The emerging markets 
 
• The impact for customers 
 

 
This outcome is covered in Level 1 of 
Learn2Book.  

 
 
Unit 07 Travel agency operations 
(J/507/2661) 
 
Learning outcome 1 
 
The learner will: 
 
Understand the roles of travel agents 
 
The learner must know about: 
 
• Different types of travel agent 
 
• The role of travel agents 
 

 
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.  

All the criteria for this outcome can be covered 
by Level 1 of Learn2Book.  

 
 
Unit 07 Travel agency operations 
(J/507/2661)  
 
Learning outcome 2 
 
The learner will: 
 
Understand the process used by a travel agency 
to book a package holiday 
 
The learner must know about: 
 
• The processes used by a travel agency to 
make a booking 
 

 
This outcome is covered in Levels 2, 3 and 4 of 
Learn2Book where students can take part in a 
range of package holiday bookings.  



 
 
Unit 07 Travel agency operations 
(J/507/2661)  
 
Learning outcome 3 
 
The learner will: 
 
Recommend holiday products in a travel agency 
situation 
 
The learner must demonstrate: 
 
• How to recommend a suitable holiday 
product to a customer 
 
• The reason for recommending the holiday 
product 
 
 
 

 
 
 
This outcome is covered in Level 1 of 
Learn2Book.  

 
Unit 08 Hospitality in travel and 
tourism (L/507/2662) 
 
Learning outcome 1 
 
The learner will: 
 
Understand how different hospitality providers 
offer different products and 
Services 
 
The learner must know about: 
 
• The products and services offered by 
different types of hospitality 
Providers 
 
• How products and services offered by a 
hospitality provider meet the 
needs of different customers 
 
 
 

 
Learn2BookaRoom is our Property 
Management System (PMS) simulator. So, we 
have created our very own (fictional!) hotel- 
the Mondrago Kensington. It has its very own 
website as well- https://www.mondrago-
kensington.com/. Your students are given a job 
on the front desk of the hotel, so they will be 
involved in making guest reservations, checking 
in and checking out guests as well as looking 
after them whilst in-house.  

As hospitality may be a new subject for your 
students, we include lots of information about 
the structure of hotels. We look at the various 
departments involved in the running of a hotel 
and how they come together to offer a 
seamless service to their guests.  

The course then focusses in on the role of the 
front office in the day-to-day running of the 
hotel. It considers the structure of the front 
office at the Mondrago Kensington and the how 
it functions as the “nerve centre” of the hotel.  

 

 



 

Once your students have a good understanding 
of how the hotel is run, they get the 
opportunity to move on to the PMS simulator. 
Here they get to make a number of 
reservations. They also find out how to cancel 
reservations and how to attach traces to some 
guests’ reservations.  

The course then moves on to them checking in 
some of the guests that have previously made 
reservations for. The most important thing for 
us when we create training is to make sure that 
it is realistic. So, not only do your students get 
the opportunity to check-in guests, they can 
actually issue plastic keycards in their very own 
Hotel Mondrago Kensington wallets! Like all 
our courses, Learn2BookaRoom was written in 
conjunction with those currently working as 
hotel receptionists in large hotels. We asked 
them for common scenarios they often 
encounter and we then included them in the 
course.  

So, your students will have to deal with guests 
turning up late to check-in, or not liking the 
room they have been allocated to name a few 
check-in issues!  

The course then moves on to the role of the 
front office whilst the guest is in-house. Here, 
the focus is on the charges being posted that 
guests use whilst in-house. Finally, your student 
learns about closing their guests’ folios before 
checking them out of the hotel and closing their 
cashier.  

There are over 20 sessions in 
Learn2BookaRoom and it gives your students to 
immerse themselves in the world of a hotel 
receptionist. But this is not all. 
Learn2BookaRoom also comes with a wide-
range of resources. These include a range of 
stationery for the Mondrago Kensington 
including letter headed paper, compliment 
slips, a brochure and the afore-mentioned keys 
and keycards!  

 

 

 



 

And then there is the incredible array of 
activities included in Learn2BookaRoom. There 
are over 50 (yep, you read that correctly!) 
activities included with Learn2BookaRoom and 
they cover a vast array of topics. From having 
to deal with a walk-out that has left behind a 
£2,000 bill, to responding to TripAdvisor 
reviews, to putting together a wedding 
brochure to hosting an influencer event, to 
making the hotel eco-friendlier, it’s all there!  

You want to prepare your students for life in 
the real world? Well, this is your answer. Get 
them working on a range of activities using 
digital tools such as Canva and Zapier, tools 
currently being used by industry professionals. 
And if that all sounds very daunting- don’t 
worry as we have included guides!  

This outcome is covered in Level 1 of 
Learn2BookaRoom.  

 

 
 
Unit 08 Hospitality in travel and 
tourism (L/507/2662)  
 
Learning outcome 2 
 
The learner will: 
 
Understand the role of different types of 
hospitality customer service staff 
 
The learner must know about: 
 
• The roles of different hospitality customer 
services staff 
 
 
 

 
This outcome is covered in Level 1 of 
Learn2BookaRoom in the sessions entitled An 
Introduction to hotels and Organisation of an 
hotel  

 
Unit 08 Hospitality in travel and 
tourism (L/507/2662)  
 
Learning outcome 3 
 

 
This outcome is covered in Level 2 of 
Learn2BookaRoom in Check-in Guide 1 and 
Check-in Guide 2  



 
The learner will: 
 
Understand customer services skills required in 
hospitality 
 
The learner must know about: 
 
• Appropriate customer service skills in 
hospitality 
 
 
 
 
 
 
Unit 13 Know about airports and 
airlines (H/507/2666) 
 
Learning outcome 1 
 
The learner will: 
 
Know about facilities and services that airports 
offer 
 
The learner must know about: 
 
• Facilities and services that airports provide for 
passengers 
 
• Facilities and services that airports provide for 
airlines 
 
• The difference between airside and landside 
 
 

 
Learn2CheckIn allows your students to do a 
wide range of different check-ins, with a wide 
range of passengers and scenarios. It also has a 
boarding simulator to allow your students to 
“board” flights. These could also be used to 
create a range of role-plays in a classroom 
situation.  

So, you can easily cover all  the theoretical 
knowledge required for this unit using 
Learn2CheckIn. Once they have completed the 
course, your students could come into college 
in small groups- in order to allow social 
distancing- and the practical elements of this 
unit can be assessed.  

This outcome can be covered using the session 
on A Passenger’s Journey through the airport 
in Level 1 of Learn2CheckIn.  

 

 

 
 
Unit 13 Know about airports and 
airlines (H/507/2666)  
 
Learning outcome 2 
 
The learner will: 
 
Understand how airports manage health, safety 
and security 
 

 
 

This outcome is covered in a Passenger’s 
Journey through the airport in Level 1 of 
Learn2CheckIn and Ramp Safety in Level 3 of 
Learn2CheckIn.  

 

 

 



The learner must know about: 
 
• Existing and new security procedures 
 
• Hazards at airports 
 
• How hazards are managed at airports 
 
 
Unit 13 Know about airports and 
airlines (H/507/2666)  
 
Learning outcome 3 
 
The learner will: 
 
Know about types of job opportunities at 
airports and with airlines 
 
The learner must know about: 
 
• The different types of jobs at airports and 
with airlines 
 
 
 
 
 
Unit 14 Career planning for travel 
and tourism (K/507/2667) 
 
Learning outcome 1 
 
The learner will: 
 
Understand types of career in travel and 
tourism 
 
The learner must know about: 
 
• Different career options in travel and tourism 
 
• Progression routes and opportunities in 
different travel and tourism career options 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

The course we most recommend for this 
outcome is New2Crew.  

New2Crew was created as a result of 
individuals requesting help with the cabin crew 
recruitment process.  

So, we created a course that took learners 
through the cabin crew recruitment process 
from finding out about jobs to the final 
interview.  

In order to ensure this course was as relevant 
as possible, Pauline applied for every single 
cabin crew job she encountered in order to 
fully understand the recruitment process.  

New2Crew is the result of this work and covers 
every single type of recruitment used by 
airlines.  

 

 



 

So, whether they are using situational 
judgement questionnaires, verbal reasoning 
tests or psychometric testing, New2Crew 
includes them all- as well as a wide range of 
Maths and English tests. And we make sure 
your students are completing them in timed 
conditions, so they will feel the pressure they 
feel when doing it for real!  

Travel recruitment has massively moved on 
from writing an application and then attending 
an interview and it’s important that we make 
our students aware of the processes currently 
being used by travel companies.  

It is a very rare organisation who doesn’t use 
online applications- Emirates, as a result of 
technical problems being one- so your student 
should understand what these involve and how 
the testing used by these companies is 
undertaken.  

Most travel companies now request applicants 
to upload their CV and the reason for this is 
that they use Applicant Tracking Systems (ATS) 
to “read” these CV’s. These ATS’ like CVs in a 
very specific format, so it’s important that your 
students know how to format their CV’s to 
allow them to pass through an ATS to a human 
recruiter- and more than 75% never do!  

More and more companies are now using video 
interviews, so it’s important for your students 
to understand how these video interviews 
work. The first part is making sure of all of the 
technology is working- the easy part- then 
comes the more difficult bit- how to impress 
whilst talking into a webcam!  

We take your students through the video 
interview step-by-step as well as allowing them 
to watch videos of two different video 
interviews- one good and one not so good!  

From this point in the course, all of the sessions 
are video-based. So, we have recorded videos 
that cover the whole of a cabin crew 
assessment day- from candidates arriving to 
their final interviews- if they make it that far!  

 



 

The videos are interspersed with a range of 
questions, so students will gain a deep 
understanding of what’s involved in an 
assessment day. They also get a chance to 
watch the recruiters discussing candidates 
between stages to help them see what 
recruiters are- and aren’t- looking for.  

Only a few candidates make it to the final 
interview and these are shown to students in 
incredible detail. We cover a wide range of 
question types including customer service, 
behavioural, situational and competency based. 

Only a few candidates make it to the final 
interview and these are shown to students in 
incredible detail. We cover a wide range of 
question types including customer service, 
behavioural, situational and competency based.  

Many individuals have completed New2Crew 
(as our commercial course) and are now 
working as cabin crew for airlines all over the 
world, so we know this course works and will 
set your students up incredibly well for the 
travel industry recruitment processes they will 
encounter.  

However, New2Crew- fantastic though it is!- is 
a theory based course.  

So, what we have done is create a range of 
resources for you to create “mock” assessment 
days in your college. If you want to hold “mock” 
assessment days for cabin crew, airport ground 
operations or resort repping we can help! The 
Travel Training Academy includes everything 
you will need from email invitations to their 
assessment day, to personal presentations, 
group activities, questions for your final 
interviews, marking checklists, success emails- 
it’s all there!  

However, a career in cabin crew may not be the 
first choice for all your students.  

There is also the option for them to learn about 
and take part in the recruitment process for a 
Passenger Service Agent with a ground 
handling company.  

 



 

The resources for to run an assessment day for 
this role can be found in the Resource Centre 
for Learn2CheckIn.  

The full recruitment process for resort reps is 
also covered in great depth in Learn2BeARep 
Levels 1 and 2. You can also hold an 
assessment day in your college using resources 
from the Learn2BeARep resource centre.  

  

 
 
 
Unit 14 Career planning for travel 
and tourism (K/507/2667)  
 
Learning outcome 2 
 
The learner will: 
 
Be able to plan for a career in travel and 
tourism 
 
The learner must demonstrate: 
 
• Their own employability for a chosen career 
option in travel and tourism 
 
• Progression towards a chosen travel and 
tourism career option 
 

 
 
 

 
Unit 14 Career planning for travel 
and tourism (K/507/2667)  
 
Learning outcome 3 
 
The learner will: 
 
Know how to apply for jobs in travel and 
tourism 
 
The learner must know how to demonstrate: 
 
• How to find job opportunities in travel and 
tourism 
 

 
This outcome is covered in a lot of depth in 
steps 1 and 3 of New2Crew Masterclass.  



 
• Producing an application and a CV for a 
chosen travel and tourism job 
 
 
Unit 14 Career planning for travel 
and tourism (K/507/2667) 
 
Learning outcome 4 
 
The learner will: 
 
Take part in a travel and tourism job interview 
 
The learner must know how to demonstrate: 
 
• Planning for an interview for a chosen job in 
travel and tourism 
 
• Participating in an interview for a chosen job 
in travel and tourism 
 
 

 
Again, there are a number of options for this 
outcome using the Travel Training Academy.  
 
You can hold assessment days for a number of 
different travel job roles and all of the 
resources for these are included in the 
Resource Centres for each of the courses.  

 




