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SQA and Travel Training Academy- mapping 
document. 

The Travel Training Academy is made up of over 20 online courses and over 
200 downloadable resources and this document will attempt to explain how 
best to use them with your SQA units. 

Hello and welcome to our mapping document for a range of SQA units.  

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

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

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

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

 

Airport Ground Operations: An Introduction (SCQF level 5) 

F3PD 11 
 

OUTCOME 1  

Demonstrate knowledge of the airport environment and airline/ airport terminology.  

Performance Criteria 

 (a) Explain the role of the organisations which passengers may encounter in the airport.  

(b) Identify airport three letter codes and the corresponding airport correctly.  

(c) Explain airline and airport terminology correctly. 

 

Covered in A Passenger’s Journey Through an Airport and Airline and Airport Terminology found in 
Level 1 of Learn2CheckIn.  

  

OUTCOME 2  

Identify personal presentation and behavioural standards required by airlines.  

Performance Criteria  



(a) List the components which ensure personal presentation meets airline standards accurately.  

(b) Describe fully the effects of positive and negative body language situations. 

 

Covered in Uniform and Grooming Standards in Level 1 of Learn2CheckIn  

 

OUTCOME 3  

Communicate effectively with passengers throughout check-in and boarding procedures.  

Performance Criteria  

(a) Establish different customer needs and appropriate action required to meet their identified 
needs. 

 (b) Appropriate documents are processed correctly and information is presented accurately. 

 (c) Boarding procedures are followed according to airline standards. 

 (d) A pleasant and courteous manner is maintained throughout. 

 

Although this is a practical outcome, all the underpinning knowledge required can be found in 
Learn2CheckIn.  

 

Summary  
Learn2CheckIn Level 1 will cover all  the performance criteria (PC) for outcomes one and two of 
this unit. Learn2CheckIn Levels 2 and 3 will cover all performance criteria in outcome 3. 
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.  

 

Basic Customer Service Skills (SCQF level 4) 

FN93 10 
Outcome 1  

Describe personal factors which contribute to creating a positive impression for customers.  

Performance Criteria  

(a) List the personal qualities and skills required to create a positive impression when dealing with 
customers  



(b) Describe the importance of these personal qualities and skills  

(c) Assess own personal qualities and skills  

 

Outcome 2 

 Identify the requirements of the customer for a product or service.  

Performance Criteria  

(a) Describe an appropriate product/service  

(b) Describe how the chosen product/ service will be provided 

 (c) Identify the customer service requirements for a chosen product/service  

 

Outcome 3 

 Explain how to deal with customer dissatisfaction in a given setting 

 Performance Criteria 

 (a) Identify causes of customer dissatisfaction  

(b) Describe customer dissatisfaction in a given setting  

(c) Describe how to deal with customer dissatisfaction in a given setting  

(d) Explain the importance of dealing with customer dissatisfaction effectively, and the 
consequences of failing to do so 

 

Summary  
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.  

As a result, all of 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.  

 

Holiday Planning (Intermediate 1)  

DM4E 10 
 

OUTCOME 1 

 Identify holiday destination types and methods of travel.  

Performance Criteria 

 a) Identify different types of holiday destination. 

 b) Select a holiday destination to meet specified needs.  

c) Identify suitable methods of travel to the selected holiday destination.  

 

This outcome is covered in Level 1 of Learn2Book  

 

OUTCOME 2  

Demonstrate an understanding of brochure holidays.  

Performance Criteria  

a) Identify the components of a brochure holiday. 

 b) Explain the range of possibilities for each component of a brochure holiday. 

 c) Produce a personal holiday specification from a brochure.  

 

This outcome is covered in the session called Working with Parasol Holidays brochure in Level 2 of 
Learn2Book  

 

OUTCOME 3  

 Select and book a holiday using travel and tourism resources.  



Performance Criteria  

a) Gather holiday information from a variety of sources to meet the personal holiday specification.  

b) Select a holiday to meet the personal holiday specification and provide details. 

 c) Accurately record requirements on a holiday booking form.  

 

This outcome is covered throughout Learn2Book as students are given a range of customer 
scenarios. Students can then choose to select a holiday to meet their requirements and then record 
their requirements on a Customer Enquiry Form (CEF). They can then do a manual costing. After this, 
they can make the booking on the Parasol Holidays Reservation System (PARS) – and check their 
costing is correct! At the end of the booking, they can then complete a booking form for the 
customer.  

 

OUTCOME 4  

Demonstrate knowledge of complex booking issues.  

a) Identify a variety of methods for booking and paying for a holiday.  

b) Identify reasons for differing holiday costs and charges. 

 

This outcome is covered in Costing Holidays which is in Level 2 of Learn2Book.  

 

Summary  
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.  

 

Selling Skills (SCQF level 5)  

F3PJ 11 

 
OUTCOME 1 

 Describe the importance of a sales person to the success of an organisation.  

Performance Criteria  

(a) Explain the importance of selling within an organisation.  

(b) Describe the role of a salesperson within an organisation.  

(c) List accurately the qualities required of a salesperson.  

(d) Explain the relationship between good customer relations and a successful salesperson.  

 

OUTCOME 2  

Describe the processes involved in making a sale.  

Performance Criteria  

(a) Describe the stages of the selling process correctly.  

(b) Describe methods of opening a sale correctly.  

(c) Identify customer buying motives accurately.  

(d) Identify sources of product knowledge relevant to a given situation.  

(e) Describe the difference between features and benefits.  

(f) Identify potential opportunities to increase sales.  

g) Outline potential methods of payment.  

 

OUTCOME 3  

Address the needs of customers in a sales environment.  

Performance Criteria  

(a) Demonstrate qualities required by the sales person. 

 (b) Establish customer needs by listening, observing and questioning in a polite and appropriate 
manner. 



 (c) Select products or services to meet the needs of customers. 

 (d) Describe in an appropriate manner the features and benefits of these products or services. 

 (e) Identify opportunities to increase sales relevant to customer needs.  

(f) Use effective verbal and non- verbal communication skills effectively throughout the process.  

 

OUTCOME 4   

Complete the sales transaction while recognising the importance of after sales service.  

Performance Criteria 

 (a) Use closing techniques to close the sale being mindful of customer satisfaction. 

 (b) Establish how customer wishes to pay for the product or service.  

(c) Conclude the transaction following appropriate security measures.  

(d) Provide after sales service appropriate to customer needs. 

 

Summary  
This unit is covered in great depth in our 68 page workbook- “Customer Service, Selling Skills and 
Customer Complaints” for Travelicious, our fictional tour operator.  

Rather than learning about selling skills in the abstract, this would allow you to teach selling skills 
in a holistic way. As well as completing the aforementioned workbook- which has a range of role-
plays, case studies and activities, your students could also complete a number of Learn2Book 
sessions.  

This means they could learn the theory of selling skills as well as how to make a package holiday 
booking.  

So, when they return to college in small groups- in order to maintain social distance- you could 
carry out a range of role-plays (based on Learn2Book sessions) where they have to employ their 
selling skills (learned from the workbook) whilst making a package holiday booking- exactly what 
happens in a retail travel agent.  

 

Working as Air Cabin Crew: An Introduction (SCQF level 5) 

F3PM 11 

 

OUTCOME 1  

Demonstrate knowledge of the Aviation Industry relevant to the role of air cabin crew.  

Performance Criteria  

(a) Identify the main features of UK airports. 



 (b) Describe the main services offered by scheduled, charter and low -cost airlines. 

 (c) Identify the internal and external features of a passenger aircraft. 

 (d) List the standards of appearance and behaviour that airlines require of air cabin crew.  

(e) Use correct aviation terminology where appropriate in describing airports, airlines and aircraft.  

 

All this outcome can be covered using the following sessions- A Passenger’s Journey through the 
airport and Types of airlines which are in Level 1 of Learn2CheckIn, Welcome to Mondrago 
Airways, Airline Abbreviations and IATA codes and routes which are all in Level 1 of 
Learn2BeCabinCrew.  

 

OUTCOME 2  

Communicate effectively with passengers in a simulated aircraft environment.  

Performance Criteria 

 (a) Make clear and accurate passenger service announcements. 

 (b) Assist different passenger types in a simulated aircraft environment.  

(c) Respond appropriately to passengers’ body language and the passenger call bell in a simulated 
aircraft environment.  

 

This outcome is practical, but the underpinning knowledge can be found in the following sessions of 
Level 3 of Learn2BecabinCrew- Announcements on-board, Special Passengers, Boarding 
Passengers, Getting Ready for Take-off, A typical cabin service and Customer Service Standards.  

 

OUTCOME 3  

Contribute effectively to the service of meals or light refreshments in a simulated aircraft 
environment.  

Performance Criteria  

(a) Work positively with others in the service of meals or light refreshments in a simulated aircraft 
environment.  

(b) Respond appropriately to the dietary requests of airline passengers. 

 (c) Use safe manual handling techniques when operating food and drink service equipment. 

 (d) Contribute effectively to the safe and hygienic handling of food. 

 

This outcome is practical, but the underpinning knowledge can be found in the following sessions of 
Level 3 of Learn2BecabinCrew- A typical cabin service and Customer Service Standards.  

 



 

Summary  
Learn2BeCabinCrew was written in conjunction with people currently employed as cabin crew 
with Virgin, British Airways, Emirates, Eithad, Qatar, EasyJet and Jet2.com, so we know it is 
completely relevant and up-to-date.  

It is based on the training undertaken by these airlines (albeit without the practical element) and 
is of the same very high standard. It is incredibly extensive and includes more than 20 sessions 
covering all of the same topics covered in ab-initio cabin crew training for new recruits.  

It covers all of the topics listed in all of the PC’s above.  

You can be secure in the knowledge that any student completing Learn2BeCabinCrew will have 
covered all of the theory (or underpinning knowledge) of the role of cabin crew and again, once 
your students have completed it, they could be brought into college in small groups- to allow for 
social distancing- to partake in the practical situations required for this unit.  

 

Accommodation and Package Holidays (SCQF level 5) 

H90P 45 
Outcome 1  

Process customer requirements for non-packaged hotel and self-catering accommodation.  

Performance Criteria  

(a) Customer’s accommodation requirements are identified accurately and fully  

(b) Demonstrate an understanding of accommodation grading schemes  

(c) Rates provided and associated information is accurate and relevant  

(d) Demonstrate an understanding of booking conditions and level of protection for operator failure  

 

Outcome 2 

 Carry out the processes involved in booking and costing package holidays.  

Performance Criteria 

 (a) Holiday costing provided is accurate  

(b) Booking conditions are highlighted to customer  

(c) Describe cancellation by customer and provide refund calculation for a given scenario 

 (d) Demonstrate an understanding of booking conditions and level of protection for operator failure 

 

Summary  



Outcome two of this unit could easily be covered using Learn2Book. 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.  

As the terms and conditions are all included in the Parasol Holidays brochure, as well as a range of 
activities based around booking conditions, levels of protection offered as well as cancellation and 
rebooking conditions, there is ample scope to cover all of the PC’s in outcome two.  

 

 

Resort Representation: An Introduction (SCQF level 5) 

F3PH 11 
 

OUTCOME 1  

Describe the types of resort representatives and their roles.  

Performance Criteria 

 (a) List the different types of resort representatives. 

 (b) Describe accurately the roles and duties of each type of representative.  

(c) Identify correctly the skills and qualities tour operators expect of a resort representative.  

(d) Explain clearly the standards of behaviour and codes of conduct for resort representatives.  

 

This outcome is covered in Level 3 of Learn2BeARep- Categories of reps, Duties of a rep and 
Teamwork.  

 



OUTCOME 2  

Describe how airport duties and transfers should be conducted.  

Performance Criteria 

 (a) Describe how to conduct an arrival transfer.  

(b) Describe how to conduct a departure transfer.  

(c) Describe how to conduct airport duties.  

 

This outcome is covered in Level 3 of Learn2BeARep- Airport transfers  

 

OUTCOME 3 

Present a welcome meeting.  

Performance Criteria 

 (a) Demonstrate basic presentation skills. 

 (b) Provide accurate hotel information and basic health and safety information. 

 (c) Present important resort tourist information. 

 (d) Present details of an excursion programme using an appropriate sales pitch. 

 

This outcome is covered in Level 3 Learn2BeARep- Welcome meeting 1 and Welcome meeting 2.  

 

Summary  
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.  

 

Skills for Customer Care (SCQF level 5) 

F38X 11 
OUTCOME 1  

Explain the key principles of customer care in an organisation.  

Performance Criteria 

 (a) Describe the needs of both internal and external customers of an organisation. 

 (b) Explain the importance of good product /service knowledge in meeting customer needs.  

(c) Describe ways in which customer needs can be met and exceeded in an organisation.  

(d) Explain how customer relationships are established and maintained.  

 

OUTCOME 2  

Demonstrate customer care skills in routine interactions.  

Performance Criteria  

a) Use rapport building techniques and empathy in the initial stages of customer interaction to help 
establish the relationship.  

(b) Use effective communication methods, adopting an appropriate tone and style to maintain a 
positive relationship throughout the interaction. 

 (c) Seek relevant information from the customer and provide information to meet customer needs.  

(d) Conclude the interaction on a positive note, clearly outlining the next steps.  

(e) Follow organisational procedures throughout the interaction.  

 

OUTCOME 3  

Demonstrate customer care skills when dealing with dissatisfied customers.  



Performance Criteria  

(a) Seek information on the nature of the problem through effective questioning. 

 (b) Identify and confirm with the customer the reasons for dissatisfaction.  

(c) Explain clearly the organisation’s procedure for dealing with customer dissatisfaction.  

(d) Take appropriate action to resolve the customer’s problem and explain clearly the next steps. 

 (e) Maintain a positive and helpful attitude and appropriate tone throughout the interaction.  

(f) Follow organisational procedures throughout the interaction. 

 

OUTCOME 4  

Explain the importance of feedback from customers to improving customer care in an 
organisation.  

Performance Criteria 

(a) Describe methods of gathering qualitative and quantitative feedback from customers on the 
levels of customer care experienced in an organisation. 

(b) Explain how customer feedback can be used to improve customer care in an organisation.  

(c) Explain the overall importance to the organisation of obtaining customer feedback. 

 

Summary  
As customer service is such an integral part of working in the travel industry, this topic is deeply 
embedded in all of 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.  

As a result, all of 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 of 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.  

So, when looking at this unit, you could offer it for students with a particular focus on cabin crew, 
airport ground operations, resort repping or retail travel and any of these particular courses could 
easily covers outcomes two and three of this unit.  

However, if you wanted to cover the unit in its entirety, then Learn2Book would be best as this 
offers the most indepth look at customer service as well as the topic of customer feedback.  

 

Travel and Tourism: Enhancing Skills for Employment (SCQF level 5) 

F3PL 11 
OUTCOME 1  

Develop the personal skills, attitudes and behaviours necessary to work effectively in the travel 
and tourism sector.  

Performance Criteria  

(a) Using an initial self-assessment, identify current strengths and development needs in relation to 
specified skills, attitudes and behaviours.  

(b) Maintain a log recording interaction and behaviour in a range of development opportunities.  

(c) Regularly monitor, record and reflect upon progress, learning gained and modifications to future 
behaviour in response to own review of the log and feedback from others.  

 

OUTCOME 2  

Participate in a selection interview for a job in the travel and tourism sector.  

Performance Criteria  

(a) Research the company standards applied by a relevant organisation for the job role selected.  

(b) Construct an effective personal presentation plan for participating in a selection interview with 
particular reference to punctuality, dress code, grooming, verbal and non-verbal communication 
skills.  

(c) Formulate suitable responses to prepared selection interview questions.  

(d) Participate with commitment in a selection interview demonstrating the skills, attitude and 
behaviours identified in the plan. 

 (e) Seek feedback on performance in the interview.  

 

OUTCOME 3  



Review and evaluate own progress towards enhancing employability in the travel and tourism 
sector.  

Performance Criteria  

(a) Evaluate own performance in a selection interview. 

 (b) Gather feedback from others on specific aspects of own skills, attitude and behaviours. 

 (c) Complete a second self -assessment of employability skills in light of progress.  

(d) Comment upon development and learning gained and identify areas for further development of 
specified employability skills. 

 

Summary 
The course we most recommend for this unit 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.  

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!  

 

Working as Air Cabin Crew (SCQF level 6) 

F3P7 12 
OUTCOME 1  

Contribute to routine safety and service procedures during boarding and take-off in a simulated 
aircraft environment.  

Performance Criteria 

 (a) Use appropriate skills and techniques when greeting and assisting different passenger types. 

 (b) Effectively communicate routine safety requirements to passengers using a safety PA and 
demonstration equipment.  

(c) Co-operate positively with others to ensure pre-flight cabin secure checks are carried out 
effectively.  

 

OUTCOME 2  

Demonstrate knowledge and understanding of the duty free and tax-paid goods service in an 
airline environment.  

Performance Criteria  

(a) Explains clearly the Customs Allowances and Guidelines for bringing goods into the UK. 

 (b) Describe accurately the features and benefits of duty free and tax-paid products.  



 

OUTCOME 3 

Contribute to trolley merchandising in a simulated aircraft environment.  

Performance Criteria  

(a) Products are displayed on service cart appropriately. 

 (b) Service cart is handled safely at all times. 

 (c) Appropriate selling skills are utilised in interactions with passengers.  

(d) Interacts effectively with others during service. 

 

Summary  
All the outcomes of this unit can be covered using Learn2BeCabinCrew. Learn2BeCabinCrew was 
written in conjunction with people currently employed as cabin crew with Virgin, British Airways, 
Emirates, Eithad, Qatar, EasyJet and Jet2.com, so we know it is completely relevant and up-to-
date.  

It is based on the training undertaken by these airlines (albeit without the practical element) and 
is of the same very high standard. It is incredibly extensive and includes more than 20 sessions 
covering all of the same topics covered in ab-initio cabin crew training for new recruits.  

It covers all of the topics listed in all of the PC’s above.  

You can be secure in the knowledge that any student completing Learn2BeCabinCrew will have 
covered all of the theory (or underpinning knowledge) of the role of cabin crew and again, once 
your students have completed it, they could be brought into college in small groups- to allow for 
social distancing- to partake in the practical situations required for this unit.  

 

Skills for Customer Care (SCQF level 6) 

F38Y 12 
 

OUTCOME 1 

Explain how customer needs can be met and exceeded in an organisation. 

Performance Criteria 

(a) Define the organisation’s internal and external customers. 

(b) Explain the expectations and needs of both internal and external customers of an organisation. 

(c) Explain why good product/service knowledge is essential in order to meet customer needs. 

(d) Explain other aspects of customer care which are essential to meet customer needs. 

(e) Explain ways in which customer needs and expectations can be exceeded in an organisation. 



 

OUTCOME 2 

Evaluate levels of customer care in specified interactions in an organisation. 

Performance Criteria 

(a) Explain how far customer needs and expectations were met in the interaction. 

(b) Evaluate the strengths and weaknesses of customer care in the interaction. 

(c) Evaluate the impact on the organisation of the level of customer care given in the interaction. 

(d) Identify from the interaction areas for improvement in customer care. 

 

OUTCOME 3 

Produce a customer care plan to meet the needs of a specific organisation. 

Performance Criteria 

(a) The plan is comprehensive and includes the main components of customer care to be addressed. 

(b) Clear, achievable standards of customer care, appropriate to the organisation, are set out in the 

plan. 

(c) Appropriate methods of obtaining qualitative and quantitative customer feedback to help to 

improve customer care are described. 

(d) Appropriate methods of achieving continuous improvement in customer care are described. 

 

Summary  
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!)  

All the topics that are in this outcome are included in the Customer Service workbook that is 
included with Learn2Book.  

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.  

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.  

So, when looking at this unit, you could offer it for students with a particular focus on cabin crew, 
airport ground operations, resort repping or retail travel and any of these particular courses could 
easily covers outcomes two and three of this unit.  

However, if you wanted to cover the unit in its entirety, then Learn2Book would be best as this 
offers the most indepth look at customer service as well as the topic of customer feedback.  

 

Selling the Travel and Tourism Product (SCQF level 6) 

F3P9 12 

 

OUTCOME 1 

Evaluate the nature of the travel and tourism products and/or services. 

Performance Criteria 

(a) The concepts of tangibility and intangibility are accurately explained. 

(b) The features and benefits of products are assessed comprehensively. 

(c) The features and benefits of services are assessed comprehensively. 

(d) The concepts of value-added, trading-up and revenue enhancement are described fully. 

 

OUTCOME 2 

Demonstrate face to face and telephone selling skills appropriate to travel and tourism products 
and/or services. 

Performance Criteria 

(a) Rapport is developed satisfactorily. 

(b) Clients’ requirements are established accurately. 

(c) Travel/tourism support material is used effectively. 



(d) Products and services are presented confidently. 

(e) Sales are brought to a close positively. 

 

OUTCOME 3 

Demonstrate a basic merchandising display appropriate for a travel or tourism selling 
environment. 

Performance Criteria 

(a) The sales area is prepared to provide a positive selling environment. 

(b) A display is prepared for the purpose of marketing the product or services. 

(c) Brochures/leaflets merchandise is displayed to achieve organisational objectives.  
 

Summary  
This unit is covered in great depth in our 68 page workbook- “Customer Service, Selling Skills and 
Customer Complaints” for Travelicious, our fictional tour operator.  

Rather than learning about selling skills in the abstract, this would allow you to teach selling skills 
in a holistic way. As well as completing the aforementioned workbook- which has a range of role-
plays, case studies and activities, your students could also complete a number of Learn2Book 
sessions.  

This means they could learn the theory of selling skills as well as how to make a package holiday 
booking.  

So, when they return to college in small groups- in order to maintain social distance- you could 
carry out a range of role-plays (based on Learn2Book sessions) where they have to employ their 
selling skills (learned from the workbook) whilst making a package holiday booking- exactly what 
happens in a retail travel agent.  

 

 

Airport Ground Operations (SCQF level 6) 

F3P8 12 

 

OUTCOME 1 

Complete airport check-in procedure. 

Performance Criteria 

(a) Greet passenger and request documentation in a friendly and professional manner. 

(b) Identify and check relevant documentation for the check-in procedure. 

(c) Carry out required security procedures. 



(d) Provide accurate information on excess baggage charges. 

(e) Maintain a good level of customer service throughout check-in procedure. 

 

All this outcome can be covered using Learn2CheckIn Level 1.  

 

OUTCOME 2 

Explain procedures to follow when meeting and boarding flights. 

Performance Criteria 

(a) Explain clearly the procedures to be followed when meeting inbound aircraft. 

(b) Explain clearly the procedures to be followed when boarding outbound aircraft. 

(c) Describe relevant safety and security requirements 

 

This outcome can be covered by using Learn2CheckIn Level 3.  

 

OUTCOME 3 

Apply procedures for lost and mishandled baggage. 

Performance Criteria 

(a) Outline fully the procedures to be followed when baggage is lost or damaged. 

(b) Process the relevant documentation accurately. 

(c) Respond to dissatisfied customers in an empathetic and professional manner 

 

This outcome can be achieved by using Learn2CheckIn Level 1 in the session Hold Baggage.  

 
Learn2CheckIn  

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 of 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.  

 

 



HN units  
 

The Travel Training Academy can also be used to support some HN units. Some, like Working as 
Senior Air Cabin Crew, can be supported in their entirety. Others can only be supported in part.  

 

Working as Senior Air Cabin Crew 

HV7P 47 
 

Outcome 1 Prepare a pre-flight briefing.  

Outcome 2 Plan the delivery of in-flight services.  

Outcome 3 Demonstrate knowledge of safety and emergency procedures. 

 

Knowledge and/or Skills for the Unit  

 Interpretation of cabin crew rosters  

 Allocation of stations, duties and responsibilities to a team of cabin crew  

 Mandatory and supplementary flight paperwork documents  

 Cabin crew behaviour and uniform regulations  

 Types of in-flight service for a range of airline business models and routes  

 Components of in-flight service briefs  

 Airline terminology in relation to: Cabins and galleys  

 Pre-departure preparation and checks  

 Procedures in relation to in-flight emergencies: — Pilot incapacitation — Fire and Smoke — 
Decompression — Unruly passengers and turbulence — Planned emergency landings   

 Procedures in relation to emergencies on take-off and/or landing: — Crowd control — 
Ditching drill — Operation of water survival equipment — Evacuations — Smoke filled cabin 

 

Summary 
This one may come as a surprise to you, but Learn2BeCabinCrew covers all the PC’s and outcomes 
in this unit as well! It covers pre-flight briefings and cabin service in great detail.  

However, we have also made a number of additions to Learn2BeCabinCrew in recent weeks in 
order to fully map it to a range of City and Guilds units for colleges in England.  



One of the things we have added into the course are a range of drills and all the drills required for 
this unit are now included in Learn2BeCabinCrew.  

 

Preparation for Employment in Travel and Tourism 

H0RC 34 
Outcome 1  

 Develop and apply a range of skills required for effective employment in travel and tourism.  

Knowledge and/or Skills   

 Current recruitment and selection developments and trends in travel and tourism.  

 Personal goals.  

 Motivation theory.  

 Personal competencies and development needs.  

 CV preparation. 

 

Outcome 2  

 Plan and participate in selection processes for employment in travel and tourism. 

Knowledge and/or Skills   

 Different types of interview methods.  

 Analysis of job descriptions/specifications and requirements for the job role.  

 Online job applications.  

 Selection interviews. 

 

Outcome 3  

 Evaluate personal progress in preparing for employment in the travel and tourism industry.  

Knowledge and/or Skills  

 Review personal goals as a result of feedback.  

 Evaluate personal competencies and development needs. 

 Identify opportunities for development/training. 

 

Summary 



The course we most recommend for this unit 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.  

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!  

New2Crew can certainly cover all of the PC’s from outcomes one and two and the knowledge 
gained from completing New2Crew could certainly help your students complete outcome three.  

 

Retail Travel Practice 

H11R 34 
Outcome 2  

 Process client requirements for packaged travel arrangements.  

Knowledge and/or Skills 

 Packaged arrangements  

 Costings 

 Associated information 

 Tour operators’ reservation procedures  

 Booking procedures to meet legal requirements  

 

Evidence Requirements Candidates will need to provide evidence to demonstrate their Knowledge 
and/or Skills by showing that they can: identify clients’ requirements for packaged arrangements. 
provide accurate costings, including at least two adjustments. provide accurate and relevant 
associated information. describe tour operators’ reservation procedures. process bookings, or apply 
acceptable procedures to meet legal requirements. 

 

Summary  
Outcome two of this unit could easily be covered using Learn2Book. 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. This allows them to 
make a range of holiday costings with many different criteria.  



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.  

As the terms and conditions are all included in the Parasol Holidays brochure, as well as a range of 
activities based around booking conditions, levels of protection offered as well as cancellation and 
rebooking conditions, there is ample scope to cover all of the PC’s in outcome two.  

 

Tour Guiding and Resort Representation 

DJ9T 34 
Outcome 3  

 Perform resort representative duties 

Knowledge and/or skills  

 Conducting coach transfers  

 Conducting welcome meetings  

 Hotel duties  

 Guiding duties 

 

Summary  
All the PC’s in this outcome 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.  

 

 

 




