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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.  
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Unit 4: Managing the Customer Experience in 
Travel and Tourism 
 
A Explore how effective customer service 
contributes to organisational success  
 
A1 Customer service in travel and tourism 
 
Definition of internal customers and external 
customers.  
• Considering internal and external customers 
and whether their needs and expectations 
differ.  
• The importance of first impressions formed 
by the customer in different customer service 
settings, including visual appearance of the 
organisation and staff; attitude and behaviour 
of staff in person, in written communications or 
on the phone; products or services on offer and 
their format or appearance; navigation, 
reliability, availability and design of the 
organisation’s website or mobile phone apps.  
• Goals of customer-focused organisations, e.g. 
valuing and respecting all customers, being 
sensitive to individual needs, using initiative 
and creativity to solve problems efficiently and 
calmly, parity of esteem, providing a consistent 

 

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!). This 
workbook covers many of the key elements of 
this unit. However, it is deeply embedded in 
the course as well.  

So, your students will encounter a wide range 
of customer scenarios in Learn2Book including 
single travellers, couples, families, single 
parent families and groups of friends.  



service to all customers whatever their 
attitude.  
• Understanding factors that influence a 
customer’s decision about whether or not to 
make a purchase or use a service or provider, 
including: o knowledge of the product or 
service being considered o assurance that the 
organisation will be reliable and the product or 
service will meet expectations, e.g. perceptions 
of whether the organisation will deliver the 
product or service accurately, efficiently and in 
the agreed timescale o empathy shown by 
customer service staff through listening to the 
customer, addressing their needs and 
conveying the message that the customer is 
important o effectiveness of communication 
with the customer, e.g. keeping the customer 
informed in language they understand, ease 
with which the customer is able to contact the 
organisation o credibility of the organisation, 
e.g. perception of whether or not the 
organisation is trustworthy, honest and inspires 
confidence o perception of value for money, 
e.g. whether the customer thinks they can get 
the product or service cheaper elsewhere, 
perceptions of what added value the customer 
is purchasing.  
• The importance of teamwork in helping to 
ensure excellent customer service and 
maximise efficiency and commercial success.  
• Identifying customer-facing roles in the travel 
and tourism industry and being able to assess 
customers’ expectations for each role. 
 
A2 Customer communication, expectations and 
satisfaction  
 
Identifying the customer, e.g. internal, external, 
individuals, family group, wedding party, 
organised tour, regular traveller, inexperienced 
traveller, purchase history.  
• Understanding disability, e.g. physical, 
sensory, intellectual/cognitive, mental health, 
emotional, visible and non-visible, temporary, 
engaging with people with disabilities, creating 
an accessible environment, appropriate 
communication methods to suit the disability, 
key issues of the Equality Act 2010. Education 
Limited 2020 56  
• Communicating clearly and respectfully with 
the customer: o verbally, e.g. active listening 

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.  

 

 
 
  



and body language, getting your listener to 
respond by using open questions, avoiding 
jargon, slang, acronyms, sarcasm or 
inappropriate humour o written, by ensuring 
communication is clear, uses appropriate 
language and is well presented, e.g. in 
electronic (online communication/social media) 
and hard-copy correspondence, reports and 
spreadsheets used for design of itineraries as 
well as quotes of costs, slide-show 
presentations, leaflets, brochures, apps, 
websites, maps and questionnaires.  
• Understanding key areas of customer 
expectations and satisfaction, including: o 
anticipation of good service – reliable, accurate 
information or service, offering different 
options, potential impact of advertisements, 
reputation, word of mouth, recommendations 
from others o importance of responding to 
customer needs and exceeding customer 
expectations, e.g. providing additional help and 
assistance, dealing promptly with problems, 
offering discounts, offering additional products 
or services, providing exceptional help and 
assistance for customers with special 
requirements.  
• Managing customer complaints by acting in 
line with organisational policies and 
procedures, knowing when to escalate to a line 
manager, keeping the customer informed. • 
Implications of not addressing customer 
complaints, guidelines/regulations, Consumer 
Rights Act 2015.  
• Understanding the potential risks to the 
organisation of not dealing appropriately with 
customer problems or complaints. • Balancing 
customer satisfaction with organisational aims 
and objectives, including commercial 
objectives. 
 
A3 Potential impact of customer service for the 
organisation 
 
The service experienced by the customers of an 
organisation may have potentially positive or 
negative effects for the organisation in a 
number of areas, including: o feedback 
generated via word of mouth, social media and 
other types of media o reputation and 
brand/image o sales figures o number of new 
customers, returning customers and customer 



loyalty o customer confidence o job satisfaction 
for employee and organisational morale.  
• Customer service in the travel and tourism 
industry operates within regulatory and 
organisational requirements, standards and 
practices. There are potential consequences if 
these requirements, practices and standards 
are not followed: o implementing service 
standards based on ISO 9001 (Customer 
Satisfaction), ISO 9004 (Managing for Sustained 
Success in an Organization), ISO 1002 
(Customer Satisfaction and Complaints 
Handling), ISO 1004 (Measuring Customer 
Satisfaction) o implications of statutes and 
regulations relevant to the travel and tourism 
industry, e.g. data protection legislation, 
Consumer Rights Act 2015, Development of 
Tourism Act 1969 o obtaining and interpreting 
feedback from customers and employees, e.g. 
social media and other types of media, trade 
articles, questionnaires o identifying 
improvements by using customer service 
models and concepts, e.g. service-quality gaps, 
model of excellence, case studies. Statutes and 
regulations current at the time of teaching 
should be used. Outline understanding only is 
expected. 
 
 
 
Unit 4: Managing the Customer Experience in 
Travel and Tourism 
 
Demonstrate customer service in different 
travel and tourism situations  
 
B1 Customer service skills and behaviours  
 
Communication and interpersonal skills: o 
verbal, e.g. face to face, telephone, resort 
welcome meeting, presentations o non-verbal, 
e.g. brochure, website, letter, email, reports, 
advertising, text messaging, digital media, map 
information o recognising and overcoming 
barriers to communication, e.g. open versus 
closed questions, levels of empathy, 
understanding and sensitivity, inappropriate 
versus appropriate words or phrases, calm 
manner versus aggression, language o listening, 
pitch and tone of voice, body language, 
attitude, behaviour, professional image, 

 
 

 



personality, conversation skills, giving a 
consistent and reliable response, empathy.  
• Behaviours, e.g. problem solving, showing 
respect, ability to say no. 
 
B2 Dealing effectively with customer service 
requests and complaints 
 
Customer-service situations: o providing correct 
and appropriate information, products or 
services, promoting additional products and 
services effectively, giving appropriate advice, 
taking and relaying messages accurately o 
understanding and acting within the limitations 
of own role and authority, keeping records in 
line with organisational policy and 
requirements o dealing with problems, 
handling complaints and customer behaviour, 
implementing remedial measures, following 
required protocols in emergency situations, 
following organisational policy and any legal 
requirements. 
 
 
Unit 4: Managing the Customer Experience in 
Travel and Tourism 
 
C Review effectiveness of own performance in 
customer service to add value to travel and 
tourism organisations  
 
C1 Evaluate individual performance  
 
Skills audit of customer service skills, based on 
workplace situations or role play. • Personal 
SWOT (Strengths, Weaknesses, Opportunities, 
Threats) analysis to assess any gaps, e.g. 
interpersonal and communication skills – body 
language, listening skills, handling complaints, 
working with others. • Action-plan weaknesses 
and development goals using SMART (Specific, 
Measureable, Achievable, Realistic, Time-
bound) targets by: o identifying resources and 
support needed and available to meet the 
objectives o setting review dates o monitoring 
the plan to assess progress against targets. 
 
C2 Adding value 
 
Determining how development of own 
customer service skills and planning for skills 

 
 

 



improvement will contribute to the potential 
business success of an organisation. 
 
 
 
 
 
 
Unit 4: Managing the Customer Experience in 
Travel and Tourism 
 
 
D Plan to monitor and improve customer 
service to achieve organisational objectives  
 
D1 How organisations research, monitor and 
analyse customer service  
 
Data analysis, e.g. visitor numbers, occupancy 
rates.  
• Online feedback, reviews, social media, 
mystery shoppers.  
• Customer data/information from loyalty 
programmes, e.g. nights stayed, locations.  
• Competitor analysis.  
• Performance indicators, e.g. financial 
performance data and sales figures, satisfaction 
survey, number of complaints, customer loyalty 
data, new customer figures, independent 
review. 
 
D2 The role of technology in the customer 
experience  
 
• Role of technology: o customers’ 
selection/comparison via the internet, e.g. 
review websites, comparison sites o accuracy of 
information o customer reviews and feedback 
and its potential impact on the selection of 
information o mobile apps.  
• Role of social media: o new and existing 
customers ‘follow’ the organisation o sharing of 
positive and negative information.  
• Potential impact on customers who have 
difficulty in accessing current or new 
technology: o potential impact of etickets and 
mtickets on the customer o customer relations 
software used by the organisation.  
• Reliability and validity of information or data. 
 

 
 



D3 How organisations improve the customer 
experience  
 
• Adapting core values, mission statement, 
organisational objectives.  
• Range, suitability, diversity of products, 
services offered.  
• Partnerships with other well-known brands.  
• Marketing and promotion. 
 
D4 Creating a customer-focused organisation 
and implementing service standards to achieve 
organisational objective 
 
• Reviewing and amending mission statement, 
core values and objectives to include customer 
service statements.  
• Analysing the customer journey from start to 
finish and identifying improvements. • 
Communicating core values and identifying 
training for employees.  
• Listening and acting on feedback, e.g. 
monitoring review sites, observing service level 
agreements (SLA) for complaint handling. 
 
 
 
 
Unit 8: The Airport Experience 
 
A Investigate outbound and inbound leisure 
and business passenger handling processes, 
facilities and services in airports  
 
A1 Different types of passengers  
 
• Leisure, e.g. individuals, groups, families, 
Visiting Friends and Relatives (VFR), 
unaccompanied minors, those needing 
assistance.  
• Business, e.g. individuals, groups, those 
needing assistance.  
• Priority passengers, e.g. first class, business 
class. 
 
A2 Outbound passenger handling (landside)  
 
Access to airports for passengers, e.g. car 
parking and drop off (on-site and off-site), 
public transport links, shuttles from airport 

 
 
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 much of the 
theoretical knowledge required for this unit 
using Learn2CheckIn as well as giving your 
students the opportunity to become involved 
in a range of check-in and boarding scenarios.  

This course was written in conjunction with 
passenger service agents working for a 
number of airlines and major ground handling 
companies and is based on a range of 
scenarios they encounter on a daily basis.  

In order to make it as realistic as possible, we 
have given your students a “job” as a 
Passenger Service Agent working for our 



hotels, inter-terminal links for passengers, 
including transit and transfer passengers.  
• Passenger information, e.g. signage, 
information desks, departure screens, direct to 
mobile devices via apps.  
• Check-in processes, e.g. online check-in and 
bag drop, including developments in 
smartphone technology, check-in desks and 
self-service kiosks, luggage restrictions 
(contents, size and weight), special assistance 
arrangements, including wheelchair assistance 
and ambulift.  
• Role of passenger service agents, including 
the Civil Aviation Authority (CAA) legal and 
regulatory requirements in relation to 
passenger luggage (hand luggage and checked 
luggage). 
 • Security: o role of airport police/security in 
the terminal landside, e.g. unattended luggage, 
monitoring and dealing with unruly passengers 
o passenger service agents and security staff o 
restrictions (legal and regulatory) relating to 
hand luggage and personal effects o UKVI 
checks in relation to outbound passengers. 
 
A3 Outbound passenger handling (airside)  
 
Security (from landside to airside): o security 
checks from landside to airside, including 
manual and automated boarding pass checks, 
baggage and personal screening and searching.  
 
• Terminal facilities and services that meet 
passenger need for comfort and convenience, 
e.g. public and private airport lounges, business 
facilities, Wi-Fi, catering and retail outlets, 
currency exchange, medical rooms, prayer 
rooms, toilets and washrooms, assistance 
areas.  
• Gate services and embarkation, e.g. gate 
arrangements including priority boarding, late 
passengers, embarkation processing including 
air-bridge, steps, bus to stand.  
• Role of customer service agents at the gate, 
including legal and regulatory requirements 
and obligations. 
 
 
 
 
 

fictional ground handling company, Jet Air 
Services. 

Once we have given your students a grounding 
of what’s involved working at an airport 
(including common terminology and the main 
organisations based at an airport), we put 
them to work checking in a wide range of 
passengers such as families, couples and 
groups of friends.  

They will learn to deal with a wide range of 
issues such as excess baggage, missing 
boarding passes, checking in extra bags and 
NOREC passengers- to name a few!  

They are then sent up to the (fictional!) gate, 
where they have to board passengers. 
However, not everything goes to plan and they 
are soon dealing with missing passengers, 
intoxicated passengers and late passengers! 

Just like a typical day at the airport really!  

However, we get that they are new to the 
airport environment, so there are a number of 
theoretical sessions to help them along 
including security at the airport, safety on the 
ramp and dealing with flight arrivals amongst 
others.  

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.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



A4 Inbound passenger handling (airside) 
 
Passenger disembarkation, e.g. air-bridge, steps 
or bus to gate.  
• Passenger information on arrival, including 
transit and transfer passenger information 
available, e.g. on mobile devices, signage, 
customer service desks.  
• Passport/visas, customs and excise and 
luggage arrangements.  
• Security: o role of UKVI and Border Force, 
including immigration documentation checks, 
manual and automated passport checks, 
customs and excise o role of airport 
police/security for incoming passengers, e.g. 
serious incidents on board, illegal immigrants, 
asylum seekers o medical facilities for incoming 
passengers, including requirements, e.g. The 
Public Health (Aircraft and Ships) Regulations 
2007 and The Association of Port Health 
Authorities, World Health Organization (WHO) 
Internal Health Regulations (2005). 
 
A5 Inbound passenger handling (landside) 
 
Arrival areas and onward travel arrangements, 
e.g. meet and greet areas, transport pick-up 
areas, car rental desks and location of car 
collection, public transport links and 
information, car park shuttles and airport hotel 
shuttles, tourist information desks. 
 
 
 

 
 
 
 
 
 

 
 
Unit 8: The Airport Experience 
 
 
Carry out passenger handling processes in the 
role of the passenger service agent at check-in 
and at the gate  
 
B1 Passenger communication and handling 
processes at check-in to comply with legislation 
and regulations and ensure passenger safety  
 
Communicating effectively with different types 
of passengers at check-in: o requesting 
information, e.g. destination airport, pieces of 
luggage o asking questions to comply with 

 
 
 

  
 



legislation and regulations, e.g. contents of 
hold luggage, contents of hand luggage o 
providing information about the flight, e.g. gate 
number, estimated departure time o dealing 
effectively with challenging and difficult 
situations, e.g. too late for check-in, missing 
passport, incorrect visa, overweight luggage.  
 
• Passenger-handling processes at check-in: o 
being vigilant about safety and security 
situations, e.g. personal possessions o checking 
passports and visas against bookings o issuing 
boarding cards, printing and securing luggage 
security tags. 
 
B2 Passenger-handling processes at the gate to 
comply with legislation and regulations and 
ensure passenger safety 
 
Opening the gate and making gate 
announcements.  
 
• Boarding procedures, e.g. priority boarding, 
families with young children and passengers 
with reduced mobility.  
• Checking boarding cards against passports 
and being vigilant about hand luggage to 
comply with legislation and regulations.  
• Closing the gate, making announcements, 
chasing late passengers.  
• Dealing appropriately with challenging, 
difficult situations, e.g. late passengers, 
passengers who are intoxicated, oversized 
cabin bags, too many pieces of hand luggage, 
passengers who have missed the flight. 
 
 
 
 
Unit 8: The Airport Experience 
 
 
Examine how airports ensure efficient 
outbound and inbound passenger flow through 
airports during normal, non-standard and 
irregular operations  
 
C1 Areas prone to congestion during normal 
operations  
 
 

 



Landside outbound, e.g. check-in halls, 
including check-in desks and bag drop, boarding 
pass checks when there are multiple flight 
departures.  
• Airside outbound, e.g. at security when there 
are multiple flight departures, in the departure 
lounges at busy times, at the gate.  
• Airside inbound, e.g. UKVI and Border Force 
controls and checks, luggage reclaim 
 
C2 Situations that cause major congestion or 
closure and their potential impact  
 
Situations, e.g. weather (ice, snow, wind and 
flooding), technical problems, security in the 
airport, breakdown of essential machinery, 
terrorist attack in the air or in the terminal.  
• Potential impact on aviation operations, e.g. 
need to de-ice aircraft, clear runways of snow 
or excess water, delayed outgoing flights, 
cancelled flights, transfer passengers to other 
airports, late incoming flights from other 
weather-affected airports, machinery 
breakdown causing luggage-processing delays 
and security-processing delays.  
• Potential impact of major congestion or 
airport closure on passengers, e.g. missed 
connections, cancelled flights, need for 
overnight accommodation, need for 
information, stressful situations. 
 
C3 Measures to overcome minor or major 
congestion problems and minimise potential 
impact on passengers 
 
Measures to overcome minor congestion 
landside and airside and minimise potential 
impact on passengers, e.g. open extra check-in 
or bag-drop desks at times of multiple flight 
departures, deploy extra customer service 
agents to assist queuing passengers, provision 
of automated boarding card machines, 
encourage passengers to be ready for security 
screening, open more security areas at times of 
multiple flight departures, deployment of extra 
UKVI and Border Force staff for incoming 
passenger handling, provision of automated 
passport gates, efficient unloading of luggage 
from aircraft to carousel.  
• Measures to overcome major congestion 
problems and minimise potential impact on 



passengers, e.g. passenger holding in lounge 
areas, moving passengers to gates early to 
relieve lounge congestion, provision of 
information and deployment of extra customer 
service agents to keep passengers informed 
and provided with food/drink vouchers where 
applicable, monitoring of congested areas with 
CCTV or human observation, provision for 
passengers stranded overnight in the airport 
terminal.  
• Post-event analysis to prevent or minimise 
recurrences. 
 
 
 
 
 
Unit 12: Working Overseas 
 
 
Investigate different types of tour operators, 
job roles and responsibilities involved in 
working overseas  
 
A1 Different types of tour operators and types 
of job roles relevant to working overseas  
 
• Integrated and linked brands, specialist, 
independent.  
• Resort rep – mainstream, e.g.: o activity rep o 
ski rep o children’s rep o youth rep o concierge 
o campsite courier. 
 
A2 General job roles and responsibilities 
relevant to working overseas  
 
Developing and maintaining effective 
relationships with different types of suppliers, 
including: o the local agent and associated 
suppliers, e.g. transport companies, hotel 
owners and other accommodation owners, 
managers and other staff, excursion providers.  
 
• Pre-arrival roles and responsibilities, 
including: o using booking information to pre-
empt problems, e.g. checking pre-booked 
facilities and special requests o accommodation 
checks for general maintenance and cleanliness 
o checking bookings with reception staff and 
owners.  

 

Summary  
Many of the outcomes 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.  

 



• Roles and responsibilities during the customer 
holiday, including: o meeting customers and 
presenting welcome information o providing 
quick and accurate information in response to 
customer queries o resolving problems, e.g. lost 
passports, additional funds, curtailments. • 
Dealing with complaints, e.g. effective 
communication with customer, note taking and 
forms, finding solutions, escalating or referring 
if needed, report writing and follow-up.  
 
• Enhancing customer service through sales, 
including: o identifying and matching customer 
preferences and needs to products o promoting 
features and benefits o closing a sale o group 
sales and one-to-one sales.  
 
• Contributing to a safe environment for 
customers, e.g. through pre-season checks, 
spot checks throughout the season, working 
with suppliers to maintain required health and 
safety standards.  
 
• Recording and reporting incidents, accidents 
and complaints in line with organisation policy 
and legal requirements.  
 
• Financial responsibilities, e.g. meeting targets, 
generating revenue, accounting for income and 
expenditure, calculating sales per head to meet 
targets, converting currency and calculating 
staff commission. 
 
A3 Health, safety and security 
 
Pre-season checks, e.g. spot checks on rooms 
and public areas.  
 
• Taking action to address health, safety and 
security issues in line with organisation policy 
and legal requirements.  
 
• The importance of accurate recording and 
reporting of health and safety incidents in line 
with organisational policy and legal 
requirements.  
 
• Legal responsibilities and legislation, including 
The Package Travel, Package Holidays, and 
Package Tours Regulations 1992 and how these 

In fact, the training course includes over 20 
sessions. Many of these sessions cover the 
topics marked in yellow in this document.  

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.  

 



potentially impact on the organisation and the 
resort staff.  
 
• The importance of links with trade 
associations and regulatory bodies, e.g. 
Federation of Tour Operations (FTO), ABTA, The 
Travel Association and the Civil Aviation 
Authority (CAA).  
 
• Carrying out required role in emergency and 
crisis situations according to organisational 
policy and regulatory requirements, e.g. in the 
event of terrorist attack, fire, natural disaster, 
outbreaks of illness.  
 
• Importance of meeting health, safety and 
security requirements and possible implications 
when requirements are not met, e.g. serious 
illness or death of customers, legal action, 
unfavourable media or social media coverage, 
loss of new and existing customers, damage to 
image, brand or credibility of the organisation. 
 
 A4 Roles and responsibilities relevant to 
specific jobs when working overseas 
 
Roles and responsibilities of overseas staff vary 
according to the specific job role, e.g. o 
children’s representative organising age-
appropriate activities and managing children’s 
behaviour o resort representative arranging 
property visits, organising welcoming meetings, 
selling products and services, e.g. excursions, 
car hire o ski representative organising ski 
passes and equipment, conducting airport 
transfers and organising après-ski activities 
 
 A5 The importance of customer service and 
sales to the customer experience and 
organisational success 
 
Customer service and sales are an important 
part of working overseas and have significant 
potential impact on customer satisfaction, staff 
benefits and overall organisational success.  
 
• Meeting and exceeding customer 
expectations in order to achieve high levels of 
customer satisfaction, customer loyalty and 
repeat business.  
 



• Potential impact of customer service and 
sales to the image and reputation of the 
organisation and employees, e.g. through 
online feedback and review sites, media.  
 
• Potential financial impact on the organisation, 
e.g. profits, share prices, additional time and 
cost involved in dealing with customer 
complaints about poor service.  
 
• Potential impact on staff loyalty and 
motivation, e.g. level of staff turnover, gaining 
experience and knowledge, internal promotion, 
financial benefits.  
 
• Potential benefits for staff of meeting targets, 
e.g. earn commission, secure employment, 
eligibility for promotional opportunities, boost 
morale, motivating and positive working 
environment. 
 
 
 
Unit 12: Working Overseas 
 
B Demonstrate effective customer service and 
sales skills required to work overseas  
 
 
B1 Customer service skills  
 
Positive, appropriate attitude and behaviour.  
 
• Knowledge of the product or service. • 
Personal presentation.  
 
• Written communication that is professional 
and clear with correct use of spelling and 
grammar.  
 
• Completion of required paperwork.  
 
• Face-to-face communication, including verbal, 
tone of voice, body language, listening and 
questioning, showing empathy, building 
rapport, solving problems, handling complaints, 
following up situations. 
 
B2 Effective sales skills  
 

 



Product knowledge, including features and 
benefits.  
 
• Understanding the factors that can potentially 
influence a customer’s decision to purchase or 
not to purchase, e.g. perception of reliability of 
the product or service, value for money, 
credibility of the organisation and customer 
service staff.  
 
• Knowing your customer in order to identify 
preferences and needs, e.g. through listening 
and effective use of questions.  
 
• Matching products and services to customer 
preferences and needs.  
 
• Overcoming objections, closing the sale and 
upselling. 
 
B3 Documentation 
 
Customer service paperwork, e.g. customer 
service report, accident and incident reports, 
curtailment and repatriation reports.  
 
• Financial paperwork, e.g. excursion tickets, 
financial summary of income and expenditure. 
 
 
 
 
 
Unit 12: Working Overseas 
 
Review own skills, development and 
performance in customer service and sales 
situations  
 
C1 Reflection and review of own performance 
 
Review of role-play activities.  
 
• Individual appraisal of own role in delivery of 
effective customer service and sales skills. • 
Review of communication skills.  
 
• Review of ability to deal with complaints 
effectively.  
 

 



• Review of own performance in the process of 
securing a sale.  
 
• Assessment of how the skills acquired support 
the development of employability skills for 
working overseas or in other sectors of the 
travel and tourism industry.  
 
• Action plan to highlight how to address 
weaknesses and skills development, including: 
o self-evaluation o use of feedback from 
relevant sources, e.g. peer observation, videos, 
teacher observation or witness sheets o 
suggestions on how to address any weaknesses 
in skill set. 
 
 
 
 
 
 
Unit 15: Recruitment and Selection in Travel 
and Tourism 
 
A Examine how effective recruitment and 
selection can contribute to organisational 
success in the travel and tourism industry  
 
A1 Recruitment of staff  
 
A1 Recruitment of staff  
 
• Workforce planning and reasons for recruiting 
new staff: o growth of the organisation – 
locally, nationally, globally o changing job roles 
o change in systems o filling new vacancies 
created by more space or product development 
o vacancies caused by leavers/turnover of staff 
or seasonal contracts o internal promotions o 
talent spotting.  
 
• Use of jobcentres and agencies, internal 
advertisements versus external advertisements, 
online recruitment and traditional methods.  
 
• How the recruitment process links to 
organisational success.  
 
• How a professional recruitment process leads 
to efficient staff integration. 
 

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!  

 



A2 Recruitment and selection process  
 
Recruitment process: o job advertisement – 
placing of the advertisement, internal/external, 
journal/website/social media o job analysis o 
job description – the content of the tasks and 
responsibilities of the job o person specification 
to determine the essential and desirable skills 
the position requires o CV versus application 
forms o letter of application o online 
recruitment and how the application process 
can be quicker and more cost-effective when 
using appropriate technology o speculative 
applications from potential employees. 
 
Selection, including assessment centres and 
psychometric testing, group/team activity 
interviews, e.g. by telephone, face-to-face, 
video call, group and panel, presentations in 
interviews, short tests at interviews: o 
interview protocol, type of selection and how it 
contributes to the process – advantages and 
disadvantages o initial selection processes with 
telephone screening interviews or short, online 
tests o use of technology in the process – 
online applications, uploaded CVs and videos o 
use of postal applications o communication 
with prospective employees – whether the 
channels are easy to access, whether the 
process can be monitored o quality of the 
process and the documents o different 
processes are appropriate for different roles in 
an organisation o linking the process to 
efficiency and organisational success. 
 
 
 
A3 Ethical and legal considerations in the 
recruitment process 
 
Legal and ethical considerations applicable to 
the equivalent legislation in England, Wales and 
Northern Ireland. • Why recruitment processes 
have to be ethical and adhere to equal 
opportunities legislation. Ethical 
considerations, to include: o being honest in an 
advertisement o maintaining confidentiality o 
ensuring the same questions are asked to all 
applicants in an interview o using the same 
criteria to evaluate all applicants o disclosure if 
family or friends work for the same 

 

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.  

 



organisation. • Following current equal 
opportunities legislation with regard to gender, 
age, race, disability, sexual orientation, gender 
reassignment, religion or belief, marriage and 
civil partnership, pregnancy and maternity, and 
minimum wage. • Current equal opportunities 
legislation and potential impact on the 
recruitment process, including awareness that 
problems might arise if current law is not 
adhered to fully in this area. • Current right-to-
work legislation, document checks. 
 
 

 

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!  

 
 
 
Unit 15: Recruitment and Selection in Travel 
and Tourism 
 
B Carry out recruitment activities to 
demonstrate the processes that can lead to a 
successful job offer in a travel and tourism 
related role  
 
B1 Job applications  
 
Selection of a travel and tourism related job 
role and preparation of all the relevant 
documents relating to recruitment:  
 
• a job advertisement, giving suitable examples 
of where it could be placed  
• job analysis  

 



• job description • person specification  
• application form  
• personal CV  
• letter of application. 
 
B2 Taking part in interviews and using interview 
documents 
 
Communication skills required for interview 
situations: o body language and listening skills o 
professional approaches o professional 
language o skills and attitudes of interviewer 
and interviewee o role play o dress o manner 
and tone when asking or answering interview 
questions.  
• Key aspects of the interviewer’s role: o 
designing and using interview questions o 
designing and using the interviewer’s forms, 
e.g. feedback form o reviewing applications 
from interviewees.  
• Key aspects of the interviewee’s role: o 
submitting application to interviewer(s) o 
preparing interview notes and questions to ask 
about the job role and/or employing 
organisation. 
Demonstration of a work-related competence 
(interviewing and being interviewed) and 
analysis of the success of the activity, for 
example: o if the correct interview questions 
were asked to achieve the desired outcome o if 
the advertisement, job description and person 
specification led to the application form and 
covering letter being completed with the right 
level of information o compliance with equal 
opportunities legislation.  
• Evaluation of documents produced for the 
process to establish whether they: o supported 
a fair process for all parties involved o were 
prepared in a way that enabled selection of the 
most suitable candidate o helped the 
interviewee prepare effectively for the 
interview o enabled candidates to demonstrate 
their skills effectively, in particular, whether the 
interview process documents and interview 
questions were effective in this regard o could 
have been improved 
 
 
 
 



Unit 15: Recruitment and Selection in Travel 
and Tourism 
 
C Reflect on own performance in the 
recruitment and selection process in a travel 
and tourism related role  
 
C1 Reviewing personal performance  
 
 
Individual appraisal of own roles in being 
interviewed and interviewing.  
• Review of communication skills.  
• Evaluating own performance and how 
prepared documents supported the interview 
activities.  
• Gathering impartial feedback on interview 
activities. 
 
C2 Using feedback and action planning 
 
 
Strengths, weaknesses, opportunities, threats 
(SWOT) analysis on individual performance in 
the role-play activities.  
• Identifying areas of positive and constructive 
feedback.  
• Highlighting areas for improvement.  
• Reflecting on own personal and professional 
development in a travel and tourism context.  
• Creating an action plan for future personal 
and professional development.  
• Setting specific, measurable, achievable, 
relevant, and time-based (SMART) goals and 
success criteria for development and work. 
 
 
 

 

 




