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Key features of the Edexcel qualifications in Travel
Services (QCF)

These qualifications:
e are nationally recognised

e are based on the travel services National Occupational Standards (NOS).
The NOS and qualification structures are owned by People 1st.

The Edexcel Level 2 NVQ Diploma in Travel Services (QCF) and the Edexcel
Level 3 NVQ Diploma in Travel Services (QCF) have been approved as
components for the Travel Services Apprenticeship/Advanced
Apprenticeship framework.

What is the purpose of these qualifications?

These qualifications are aimed at those working or seeking to start a career
in travel services. They can be taken whilst in the workplace to allow hands-
on experience as learners train. Learners choose between three specialist
pathways in Leisure and Business, Tour Operators — Head Office and Tour
Operators — Field Staff.

Who are these qualifications for?
These qualifications are for all learners aged 16 and above who are capable
of reaching the required standards.
Edexcel’s policy is that the qualifications should:
e be free from any barriers that restrict access and progression

e ensure equality of opportunity for all wishing to access the
qualification(s).

What are the benefits of these qualifications to the learner and
employer?

These qualifications are designed to be applicable to a range of job roles
within travel services. They offer the opportunity for learners to gain
nationally recognised qualifications while in the workplace.

What are the potential job roles for those working towards these
qualifications?

e Tour manager

e Tourist guide

o Travel agent
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What progression opportunities are available to learners who achieve
these qualifications?

These qualifications offer various opportunities for progression to further
learning.

Learners achieving the Edexcel Level 2 NVQ Diploma in Travel Services may
progress to the Edexcel Level 3 NVQ Diploma in Travel Services.

Alternatively, they may progress to Edexcel BTEC Level 3 Nationals in
Travel and Tourism.

Learners achieving the Edexcel Level 3 NVQ Diploma in Travel Services may
progress to the Edexcel BTEC Level 4 HNC Diploma and Level 5 HND
Diploma in Travel and Tourism Management.

Further information is available in Annexe A.
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What is the qualification structure for the Edexcel

Level 2 NVQ Diploma in Travel Services (QCF)?

Individual units can be found in the Units section. The QCF level and credit
value are given on the first page of each unit.

To achieve the Level 2 NVQ Diploma in Travel Services, learners must
achieve a minimum of 37 credits in total. 13 credits must be achieved from
Group A and the remainder of the credits can be made up as follows,
depending on the pathway.

Leisure and Business

A minimum of 5 credits from Group B. The remainder of the credits can be
made up from Group B or E.

Tour Operators — Head Office

6 credits from Group C. The remainder of the credits must be achieved from

Group F.

Tour Operators — Field Staff

4 credits from Group D. The remainder of the credits must be achieved from

Group G.
Group A Mandatory units
Unit Unit title Credit
reference value
number
D/601/9345 | Develop and Maintain Your Effectiveness at Work in | 4
a Travel and Tourism Environment
A/601/5867 | Ensure Responsibility for Actions to Reduce Risks to | 4
Health and Safety
L/601/0933 | Give Customers a Positive Impression of Yourself 5
and Your Organisation
Leisure and Business pathway
Group B
Unit Unit title Credit
reference value
number
D/601/6560 | Arrange Non Multi-Sector Air Travel 5
M/601/6580 | Help Customers to Choose and Book Travel Services | 16
4
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Group E

Unit Unit title Credit

reference value

number

T/601/6595 | Build and Maintain Face-to-Face Relationships with 5
Customers

F/601/6552 | Set Up and Maintain Promotional Displays

T/601/7214 | Employment Rights and Responsibilities in the 2
Hospitality, Leisure, Travel and Tourism Sector

D/601/5151 | Process Travel and Tourism Services Payments 3

T/601/5723 | Assist Customers Prior To and After Travelling 4

L/601/5727 | Research Travel and Destination Information 3

Y/601/5732 | Identify and Provide Tourism-Related Information 5
and Advice

Y/601/5746 | Complete Foreign Exchange Transactions

J/601/5760 | Arrange Travel Itineraries

D/601/6607 | Obtain and Analyse Customer Feedback

Tour Operators — Head Office pathway

Group C

Unit Unit title Credit

reference value

number

F/601/6440 | Build and Maintain Relationships with Customers Not | 6
Present

Group F

Unit Unit title Credit

reference value

number

D/601/6560 | Arrange Non Multi-Sector Air Travel

T/601/7214 | Employment Rights and Responsibilities in the 2
Hospitality, Leisure, Travel and Tourism Sector

T/601/5723 | Assist Customers Prior To and After Travelling 4

Y/601/5732 | Identify and Provide Tourism-Related Information
and Advice

J/601/5760 | Arrange Travel Itineraries 7

A/601/6548 | Process Travel Services Bookings

K/601/6559 | Assist with Travel and Tourism Problems and 4
Emergencies

Y/601/6590 | Collect and Maintain Tourism Information and Data | 3
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Tour Operators — Field Staff pathway

Group D

Unit Unit title Credit

reference value

number

Y/601/6556 | Assist with Transfers 4

Group G

Unit Unit title Credit

reference value

number

T/601/6595 | Build and Maintain Face-to-Face Relationships with 5
Customers

F/601/6566 | Sell Tourism-Related Products and Services

T/601/7214 | Employment Rights and Responsibilities in the 2
Hospitality, Leisure, Travel and Tourism Sector

M/601/1511 | Resolve Customer Service Problems

D/601/5151 | Process Travel & Tourism Services Payments

Y/601/5732 | Identify and Provide Tourism-Related Information
and Advice

D/601/5778 | Plan and Conduct Welcoming Events 5

F/601/5949 | Lead People on a Guided Tour 5

H/601/5782 | Prepare and Maintain Holiday Accommodation 4

K/601/6559 | Assist with Travel and Tourism Problems and 4
Emergencies

A/601/6470 | Present a Commentary for a Guided Tour 4

6
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What is the qualification structure for the Edexcel

Level 3 NVQ Diploma in Travel Services (QCF)?

Individual units can be found in the Units section. The QCF level and credit
value are given on the first page of each unit.

To achieve this qualification, learners must achieve a minimum of 37 credits
in total. 8 credits must be achieved from Group A and the remainder of the
credits can be made up as follows, depending on the pathway.

Leisure and Business

A minimum of 10 credits from Group B. The remainder of the credits can be
made up from Group B or D.

Tour Operators — Head Office

A minimum of 29 credits to be achieved from Group E.

Tour Operators — Field Staff

5 credits from Group C. The remainder of the credits must be made up from

Group F.
Group A Mandatory units
Unit Unit title Credit
reference value
number
A/601/5867 | Ensure Responsibility for Actions to Reduce Risks to | 4

Health and Safety
A/601/6601 | Organise your Work and Personal Development 4
Leisure and Business pathway
Group B
Unit Unit title Credit
reference value
number
H/601/5149 | Sell Travel-Related Products and Services 12
K/601/6576 | Sell Multi-Sector Air Travel 12
T/601/6578 | Sell Tailor-Made Travel Services 10

7
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Group D

Unit Unit title Credit
reference value
number
D/601/6610 | Build and Maintain Customers’ Profiles
F/601/6440 | Build and Maintain Relationships with Customers
Not Present
L/601/6599 | Contribute to Maintaining the Quality of Travel and 5
Tourism Operations
T/601/6600 | Contribute to Supporting and Developing Colleagues
T/601/7214 | Employment Rights and Responsibilities in the
Hospitality, Leisure, Travel and Tourism Sector
J/601/1515 | Monitor and Solve Customer Service Problems 6
Y/601/5746 | Complete Foreign Exchange Transactions 7
R/601/5776 | Contribute to Business Travel Account Management |6
T/601/5785 | Organise and Implement Travel and Tourism 4
Promotional Activities
A/601/6548 | Process Travel Services Bookings 5
D/601/6607 | Obtain and Analyse Customer Feedback 4
T/601/6533 | Generate Increased Travel and Tourism Sales 5
J/601/6536 | Monitor Business Performance 4
Tour Operators — Head Office pathway
Group E
Unit Unit title Credit
reference value
number
D/601/6574 | Analyse, Evaluate and Present Tourism Data
F/601/6440 | Build and Maintain Relationships with Customers 6
Not Present
L/601/6599 | Contribute to Maintaining the Quality of Travel and 5
Tourism Operations
T/601/6600 | Contribute to Supporting and Developing Colleagues | 6
F/601/9354 | Monitor Procedures to Safely Control Work
Operations
T/601/7214 | Employment Rights and Responsibilities in the 2
Hospitality, Leisure, Travel and Tourism Sector
J/601/1515 | Monitor and Solve Customer Service Problems 6
H/601/5149 | Sell Travel-Related Products and Services 12
K/601/6576 | Sell Multi-Sector Air Travel 12
8
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Unit Unit title Credit

reference value

number

T/601/5785 | Organise and Implement Travel and Tourism 4
Promotional Activities

A/601/6548 | Process Travel Services Bookings 5

T/601/6578 | Sell Tailor-Made Travel Services 10

M/601/6496 | Deal with Travel and Tourism Problems and 3
Emergencies

R/601/6510 | Research and Develop Tour Itineraries 8

T/601/6533 | Generate Increased Travel and Tourism Sales

Tour Operators — Field Staff pathway

Group C

Unit Unit title Credit

reference value

number

L/601/6599 | Contribute to Maintaining the Quality of Travel and 5
Tourism Operations

Group F

Unit Unit title Credit

reference value

number

T/601/6600 | Contribute to Supporting and Developing Colleagues | 6

K/601/6609 | Plan and Deliver On-Site Entertainment

F/601/9354 | Monitor Procedures to Safely Control Work 5
Operations

T/601/7214 | Employment Rights and Responsibilities in the 2
Hospitality, Leisure, Travel and Tourism Sector

J/601/1515 | Monitor and Solve Customer Service Problems

T/601/5785 | Organise and Implement Travel and Tourism
Promotional Activities

L/601/5789 | Manage Accommodation and Transfers

M/601/6496 | Deal with Travel and Tourism Problems and
Emergencies

T/601/6516 | Manage Delivery of a Tour 4

J/601/6536 | Monitor Business Performance
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How are the qualifications graded and assessed?

The overall grade for each qualification is a ‘pass’. The learner must achieve
all the required units within the specified qualification structure.

To pass a unit the learner must:
e achieve all the specified learning outcomes

o satisfy all the assessment criteria by providing sufficient and valid
evidence for each criterion

o show that the evidence is their own.
The qualifications are designed to be assessed:
e in the workplace or

e in conditions resembling the workplace, as specified in the assessment
requirements/strategy for the sector, or

e as part of a training programme.

Assessment strategy

The assessment strategy for these qualifications has been included in
Annexe D. It has been developed by People 1st in partnership with
employers, training providers, awarding organisations and the regulatory
authorities. The assessment strategy includes details on:

e criteria for defining realistic working environments

e roles and occupational competence of assessors, expert witnesses,
internal verifiers and standards verifiers

e quality control of assessment

e evidence requirements.

Evidence of competence may come from:

o current practice where evidence is generated from a current job role

e« a programme of development where evidence comes from
assessment opportunities built into a learning/training programme
whether at or away from the workplace

o the Recognition of Prior Learning (RPL) where a learner can
demonstrate that they can meet the assessment criteria within a unit
through knowledge, understanding or skills they already possess without
undertaking a course of learning. They must submit sufficient, reliable
and valid evidence for internal and standards verification purposes. RPL
is acceptable for accrediting a unit, several units or a whole qualification

e a combination of these.
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It is important that the evidence is:

Valid relevant to the standards for which competence is claimed

Authentic produced by the learner

Current sufficiently recent to create confidence that the same skill,
understanding or knowledge persist at the time of the claim

Reliable indicates that the learner can consistently perform at this
level

Sufficient fully meets the requirements of the standards.

Types of evidence (to be read in conjunction with the assessment
strategy in Annexe D)

To successfully achieve a unit the learner must gather evidence which
shows that they have met the required standard in the assessment criteria.
Evidence can take a variety of different forms including the examples below.
Centres should refer to the assessment strategy for information about which
of the following are permissible.

e direct observation of the learner’s performance by their assessor (O)
e outcomes from oral or written questioning (Q&A)

e products of the learner’s work (P)

e personal statements and/or reflective accounts (RA)

e outcomes from simulation, where permitted by the assessment
strategy (S)

o professional discussion (PD)

e assignment, project/case studies (A)

e authentic statements/witness testimony (WT)

e expert witness testimony (EPW)

e evidence of Recognition of Prior Learning (RPL).

The abbreviations may be used for cross-referencing purposes.

Learners can use one piece of evidence to prove their knowledge, skills and
understanding across different assessment criteria and/or across different
units. It is, therefore, not necessary for learners to have each assessment
criterion assessed separately. Learners should be encouraged to reference
the assessment criteria to which the evidence relates.

Evidence must be made available to the assessor, internal verifier and
Edexcel standards verifier. A range of recording documents is available on
the Edexcel website www.edexcel.com. Alternatively, centres may develop
their own.
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Centre recognition and approval

Centre recognition

Centres that have not previously offered Edexcel qualifications need to
apply for and be granted centre recognition as part of the process for
approval to offer individual qualifications. New centres must complete both
a centre recognition approval application and a qualification approval
application.

Existing centres will be given ‘automatic approval’ for a new qualification if
they are already approved for a qualification that is being replaced by the
new qualification and the conditions for automatic approval are met.
Centres already holding Edexcel approval are able to gain qualification
approval for a different level or different sector via Edexcel online.

Approvals agreement

All centres are required to enter into an approvals agreement which is a
formal commitment by the head or principal of a centre to meet all the
requirements of the specification and any linked codes or regulations.
Edexcel will act to protect the integrity of the awarding of qualifications, if
centres do not comply with the agreement. This could result in the
suspension of certification or withdrawal of approval.

Quality assurance

Detailed information on Edexcel’s quality assurance processes is given in
Annexe B.

What resources are required?

Each qualification is designed to support learners working in the travel
services sector. Physical resources need to support the delivery of the
qualifications and the assessment of the learning outcomes and must be of
industry standard. Staff assessing the learner must meet the requirements
within the overarching assessment strategy for the sector.
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Unit format

Each unit in this specification contains the following sections.

The unit title is accredited on the QCF and this

Unit title: form of words will appear on the learner’s
<I Notification of Performance (NOP).
Unit code: | This is the unit owner’s reference number for the specified unit.

1

‘%l This code is a unique reference number for the unit.

Unit reference number:

All units and qualifications within the QCF have a level assigned to them, which
represents the level of achievement. There are nine levels of achievement, from
\ Entry level to level 8. The level of the unit has been informed by the QCF level
! descriptors and, where appropriate, the NOS and/or other sector/professional.
T—I All units have a credit value. The minimum credit value is one, and credits can
only be awarded in whole numbers. Learners will be awarded credits when they
achieve the unit.

QCF level:

Credit value:

A notional measure of the substance of a qualification. It includes an estimate of the
time that might be allocated to direct teaching or instruction, together with other
structured learning time, such as directed assignments, assessments on the job or
supported individual study and practice. It excludes learner-initiated private study.

Guided learning hours:

I
/

Unit summary: | This provides a summary of the purpose of the unit.

[
< The assessment/evidence requirements are determined
by the SSC. Learners must provide evidence for each
of the requirements stated in this section.

Assessment requirements/evidence requirements:

Assessment methodology: '
wi This provides a summary of the assessment methodology to be used for the unit.

Learning outcomes: | Assessment criteria: | Evidence type: Portfolio Date:
reference:
The learner The learner

should use this
box to indicate
where the
evidence can
be obtained eg
portfolio page
number.

should give the
date when the
evidence has

been provided.

~

The assessment criteria of a unit

AN

[

Learning outcomes state exactly

Learners must reference the type of

what a learner should know,
understand or be able to do as a
result of completing a unit.

specify the standard a learner is
expected to meet to demonstrate
that a learning outcome, or a set of
learning outcomes, has been
achieved.

evidence they have and where it is
available for quality assurance
purposes. The learner can enter the
relevant key and a reference.
Alternatively, the learner and/or
centre can devise their own
referencing system.
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Unit 1:

Unit code:

Develop and Maintain Your

Effectiveness at Work in a Travel

and Tourism Environment
TT10

Unit reference number: D/601/9345

QCF level: 2
Credit value: 4
Guided learning hours: 25

Unit summary

This unit is about taking responsibility for improving your performance at
work and working well with your colleagues so as to make a positive
contribution to the overall effectiveness of your workplace.

Evidence requirements

LEARNING Be able to improve personal performance at
OUTCOME work

What you must The assessor may assess assessment criteria 2.1-2.8
DO through questioning, witness testimony or other

documentary evidence demonstrating competence.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— at least two from opportunities to learn
a from other relevant people
b by active participation in training and
development activities
¢ active participation in workplace
activities
— both from targets
a productivity
b personal development

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

N030941 - Specification — Edexcel Level 2 and 3 NVQ Diploma in Travel Services (QCF)
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LEARNING Be able to work effectively as part of a team
OUTCOME

What you must The assessor must assess assessment criteria 4.1, 4.4
DO — 4.6 and 4.8 by directly observing the learner’s

work.

The assessor may assess assessment criteria 4.2, 4.3,
4.7 through questioning or witness testimony.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

- both from assistance
a on a one-to-one basis
b in agroup
Evidence for the remaining points under ‘what you

must cover’ may be assessed through questioning or
witness testimony.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.
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Unit 2: Ensure Responsibility for Actions

to Reduce Risks to Health and
Safety

Unit reference number: A/601/5867

QCF level: 3
Credit value: 4
Guided learning hours: 38

Unit summary

The aim of this unit is to provide learners with the
knowledge/understanding/skills to understand their health and safety
responsibilities in the workplace.

Evidence requirements

1

2

N030941 - Specification — Edexcel Level 2 and 3 NVQ Diploma in Travel Services (QCF)

The common evidence requirements below are in addition to the
ENTO Assessment Strategies approved by UKCG in February 2008.

The standards require evidence of consistent occupational
competence, as defined by the standards, to be demonstrated
through relevant work activities. A variety of assessment methods
should be used to confirm competence. Assessment of knowledge
should be integrated with the assessment of performance wherever
possible and appropriate.

Assessment of performance and knowledge in the workplace: All
evidence must be derived from performance in the workplace with no
exceptions. Therefore, no simulated working conditions have
been specified in this Assessment Strategy as the outcomes can be
demonstrated by a combination of other assessment methods drawn

from:
o direct observation of the candidate in the workplace

e witness testimony by colleagues and line managers of the
candidate’s successful performance of activities in the workplace

e documentary and other product-based evidence

e a personal report by the candidate endorsed by colleagues
e (uestions

e discussion

o professional discussion.

23
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Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.

Alternatively, centre documentation should be used to record this
information.
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Unit 3: Give Customers a Positive
Impression of Yourself and Your
Organisation

Unit reference number: L/601/0933

QCF level: 2
Credit value: 5
Guided learning hours: 33

Unit summary

Excellent customer service is provided by people who are good with people.
The learner’s behaviour affects the impression that customers have of the
service they are receiving. This unit is about communicating with the
customers and giving a positive impression whenever dealing with a
customer. By doing this the learner can create a positive impression of the
organisation and the customer service it provides. All of us enjoy the
experience of good customer service if we feel that the person serving us
really wants to create the right impression, responds to us and gives us
good information. Every detail of the learners’ behaviour counts when
dealing with a customer.

Assessment requirements/evidence requirements

1 Wherever possible the learner’s evidence should be based on a real
job, whether paid or voluntary, and when dealing with real
customers, whether internal or external to the organisation.
However, for this unit, evidence based on a realistic working
environment or a work placement is permissible. Simulation is not
allowed for any performance evidence within this unit.

2 The learner may collect the evidence for the unit through work in a
private sector organisation, a not-for-profit organisation or a public
services organisation.

3 The learner must provide evidence that shows they have done this
over a sufficient period of time with different customers on different
occasions for their assessor to be confident that they are competent.

4 The learner’s communication with customers may be face to face, in
writing, by telephone, text message, email, internet (including social
networking), intranet or by any other method they would be
expected to use within their job role.

5 The learner must provide evidence of creating a positive impression
with customers:

a during routine delivery of customer service
b during a busy time in their job

N030941 - Specification — Edexcel Level 2 and 3 NVQ Diploma in Travel Services (QCF) 27
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Cc during a quiet time in their job
d when people, systems or resources have let them down.

6 The learner must provide evidence that they communicate with
customers effectively by:

a using appropriate spoken or written language

b applying the conventions and rules appropriate to the method of
communication they have chosen.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.

28 N030941 - Specification — Edexcel Level 2 and 3 NVQ Diploma in Travel Services (QCF)
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Unit 4:

Unit code:

Arrange Non Multi-Sector Air
Travel

TT11

Unit reference number: D/601/6560

QCF level: 2
Credit value: 5
Guided learning hours: 43

Unit summary

This unit supports workforce development for those who arrange non multi-
sector air travel for travellers.

The unit is designed for use primarily by agents in leisure and business

travel and others who carry out these workplace activities. The aim of the
unit is to assess skills, knowledge and understanding to recognised National
Occupational Standards.

Evidence requirements

LEARNING Be able to administer customers’ air travel
OUTCOME bookings
What you must The assessor must assess assessment criteria 3.1-3.8
DO by directly observing the learner’s work.
What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:
— at least one from terms and conditions
a insurance requirements
b itinerary
c restrictions
— at least two from air travel services
a charter flight
b no frills flight
c consolidated flights
d other scheduled services
Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
LEARNING Be able to complete booking documentation
OUTCOME
What you must The assessor may assess assessment criteria 4.1-4.3
DO through questioning, witness testimony or other
documentary evidence demonstrating competence.

N030941 - Specification — Edexcel Level 2 and 3 NVQ Diploma in Travel Services (QCF)
Issue 2 - January 2012 © Pearson Education Limited 2012

33




Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.

Alternatively, centre documentation should be used to record this
information.
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Unit 5:

Unit code:

Help Customers to Choose and
Book Travel Services

TT19

Unit reference number: M/601/6580

QCF level: 2
Credit value: 16
Guided learning hours: 120

Unit summary

This unit supports workforce development for those who help customers
make travel bookings for customers who have a clear idea of what they
need, eg travel only, package holiday.

The unit is designed for use primarily by leisure travel agents and others
who carry out these workplace activities. The aim of the unit is to assess
skills, knowledge and understanding to recognised National Occupational

Standards.

Evidence requirements

LEARNING Be able to help customers select travel services
OUTCOME to meet their needs
What you must The assessor must assess assessment criteria 2.1-2.3
DO by directly observing the learner’s work.
What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:
o at least three from travel needs
a package holidays
b accommodation only
c ferry travel only
d flight only
Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
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LEARNING Be able to capture and process customer

OUTCOME information
What you must The assessor must assess assessment criteria 5.1 and
DO 5.3-5.5 by directly observing the learner’s work.

The assessor may assess assessment criterion 5.2
through questioning, witness or other documentary
evidence demonstrating competence.

What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:

— at least one from customers
a individual
b organisation
c small group

— at least one from record
a manually
b electronically

— at least one from information
a customer contact details
b product enquiries
c relevant interests

— at least one from processed and stored
a manually
b electronically

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
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LEARNING

Be able to complete travel services bookings

OUTCOME
What you must The assessor must assess assessment criteria 7.1-7.4
DO by directly observing the learner’s work.
What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:
— at least three from travel services
a package holidays
b accommodation only
c ferry travel only
d flight only
— at least three from additional services
a car hire
b transport to and from departure point
c car parking
d insurance
e tour operators extras
f mobility requirements
Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
LEARNING Be able to process post-booking documentation
OUTCOME
What you must The assessor must assess assessment criteria 10.1-
DO 10.4 by directly observing the learner’s work.
LEARNING Be able to receive, prepare and issue travel
OUTCOME documentation
What you must The assessor may assess assessment criteria 11.1-
DO 11.7 through questioning, witness testimony or other

documentary evidence demonstrating competence.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— at least three from travel services
a package holidays
b accommodation only
c ferry travel only
d flight only
— at least one from tickets
a pre-issued
b tickets on departure (TOD)
c e-tickets

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
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Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.

Alternatively, centre documentation should be used to record this
information.
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Unit 6:

Unit code:

Build and Maintain Face-to-Face
Relationships with Customers

TT49

Unit reference number: T/601/6595

QCF level: 2
Credit value: 5
Guided learning hours: 42

Unit summary

This unit supports workforce development for those who greet customers in
retail travel agencies and on behalf of tour operators.

The unit is designed for use primarily by retail travel agents, tour operators’
resort staff and others who carry out these workplace activities. The aim of
the unit is to assess skills, knowledge and understanding to recognised
National Occupational Standards.

Evidence requirements

LEARNING Be able to greet customers face to face
OUTCOME

What you must The assessor must assess assessment criteria 2.1-2.5
DO by directly observing the learner’s work.

What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:

— at least one from greet
a in person

- both from confidentiality
a of organisation information
b of customer information

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
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LEARNING Be able to establish rapport with customers
OUTCOME

What you must The assessor must assess assessment criteria 3.2 and
DO 3.3 by directly observing the learner’s work.

The assessor may assess assessment criteria 3.1 and
3.4 through questioning, witness testimony or other
documentary evidence demonstrating competence.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— at least two from pitch
a vocabulary used
b speed of speech
c use of technical language

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

LEARNING
OUTCOME

Maintain and build established relationships with
customers

What you must
DO

The assessor must assess assessment criteria 4.2-4.6
by directly observing the learner’s work.

The assessor may assess assessment criterion 4.1
through questioning, witness testimony or other
documentary evidence demonstrating competence.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.
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Unit 7:

Unit code:

Set Up and Maintain Promotional
Displays

TTO5

Unit reference number: F/601/6552

QCF level: 2
Credit value: 4
Guided learning hours: 27

Unit summary

This unit supports workforce development for those who set up and
maintain promotional displays.

The unit is designed for use primarily by travel agency and tourist
information staff and others who carry out these workplace activities.
The aim of the unit is to assess skills, knowledge and understanding to
recognised National Occupational Standards.

Evidence requirements

LEARNING
OUTCOME

Be able to make preparations for promotions

What you must
DO

The assessor may assess assessment criteria 2.1-2.6
through questioning, witness testimony or other
documentary evidence demonstrating competence.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

- all from requirements for the promotion
a stock and space
b display position and dates
c safety and security
d

organisational standards for
promotional materials

— all from instructions
a content
b deadlines
c position
Evidence for the remaining points under ‘what you

must cover’ may be assessed through questioning or
witness testimony.
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LEARNING Be able to set up, maintain and remove
OUTCOME promotional materials

What you must The assessor must assess assessment criteria 3.2 -
DO 3.4 by directly observing the learner’s work.

The assessor may assess assessment criteria 3.1, 3.5
and 3.6 through questioning, witness or other
documentary evidence demonstrating competence

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— at least three from promotional materials
brochures

posters

stickers

cards

labels

f leaflets

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

oD QN T o

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.
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Unit 8: Employment Rights and
Responsibilities in the
Hospitality, Leisure, Travel and
Tourism Sector

Unit reference number: T/601/7214

QCF level: 2
Credit value: 2
Guided learning hours: 16

Unit summary

Successful assessment of the unit proves that the learner has achieved the
National Occupational Standard to understand employment rights and
responsibilities.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 9:

Unit code:

Process Travel and Tourism
Services Payments

TTO3

Unit reference number: D/601/5151

QCF level: 2
Credit value: 3
Guided learning hours: 20

Unit summary

This unit supports workforce development for those who are engaged in the
receipt of different types of payment by a variety of means through direct
contact with customers.

The unit is designed for use primarily by staff in both travel and tourism
operations and others who carry out these workplace activities. The aim of
the unit is to assess skills, knowledge and understanding to recognised
National Occupational Standards.

Evidence requirements

LEARNING Be able to receive payments

OUTCOME

What you must The assessor must assess assessment criteria 2.1, 2.2
DO and 2.4-2.6 by directly observing the learner’s work.

The assessor may assess assessment criterion 2.3
through questioning, witness testimony or other
documentary evidence demonstrating competence.

What you must

There must be performance evidence, gathered

COVER through observing the learner’s work for:
— at least three from methods of payment
a credit card
b debit card
c personal cheque
d traveller’'s cheques
e vouchers
f cash
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— at least two from payment discrepancies
out of date card

card not authorised

fraudulent use of card

incorrectly complete cheques
incorrect cash amounts

seemingly counterfeit notes

g notes out of circulation

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

- 0 Q0O T 9

LEARNING Be able to issue receipts and store payments
OUTCOME

What you must The assessor must assess assessment criteria 3.1-3.3
DO by directly observing the learner’s work or other

documentary evidence demonstrating competence

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— both from protected
a from loss
b from theft

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.

72 N030941 - Specification — Edexcel Level 2 and 3 NVQ Diploma in Travel Services (QCF)

Issue 2 - January 2012 © Pearson Education Limited 2012




ZT0Z palwi] uoneonp3 uosiead @ 10z Adenuer - g anss]
(400) sed1ndas |aAed ] Ul ewoldid DAN € pue g [9A7 [90Xap3 — uonedynads - TH60E0N

spoylsw

juswAed pajdadoe s,uonesiueblo syl aquisag 8T
saJinpaooud

uolleslIoyine |BUOIIUSAUOD pue ud] 9pod aqldseg /'T
sopuedaudsip
juswAed yum buijeap pue sjuswAed ysed

-uou bujjpuey Joj Ajluoyine Jo S|PA3] 9yl @qudsad 9'T
2o130e4d JO sop0od pue uoile|sibal Adisnpul

JUDJ4ND Ul sanjljIqisuodsad pue sainNp 9quUOsad ST
3SId 9y3 aonpal
0] MOy pue juasald jou S| Jap|oypled ayl usaym

suoloesuel) Yym pajeidosse sysi ayl aquisaa T
sjuswAed pue suone|nojed

1094400Ul JO s@ouanbasuod |ennuajod aquiseag €7
suoisinoad burispune] Asuow buipnjpul abueyoxa
ubiaJaoy o) sjuswAed 03 9)qedijdde suoizenbau

[0J3U0D ADUDIJND JUDIIND JUBARIDL 2qIIDSa  C°T

SJIawWo3lsnd sjuswAed wsiino}
woJ) syjuswAed buindiedad pue bBuiAiDIaL UBYM pue [9AeJ3 buissaocoud Jo
saJinpasold buimoljoy Jo aocuepodwi ayy ulejdx3 T'1 | so|dpund ayl pueistapun T
CLIIENETEY] adA)
9jeq | 01]0j110d | DOUdPIAT BLI9}IID JUDWISSASSY sawod3no bululean

eLI9]}LID Juauwissasse pue sawodlno MC_Cmeu_




Z2T0Z pajwi uoneanpy uosiead @ 710z Alenuer — ¢ anss]
(400) sed1A48s oAk Ul ewoldid DAN € pue Z [9A97 [90Xxap3 — uonedypads - TH60E0N

v/
sjuswAed ||e J09304d pue 2403s Aj24nd3as €€
sydiadad
93edndoe pue 39|qiI63] YlImM SIBW0IsSnd apINOLd '€
saJinpadoodd s,uonjesiuebio ayy buimojjoy sjuswAed au03s pue
Aj93eJdndoe spJodad JuswAed |eudayul e 939|dwo) T°€E sydiooad anssi 03 9|qe g €
uoljewJojul JuswAed pue saseyodand ,s12wW03Snd JO
Ajllerusapyuod ujejulew 03 saunpadodd 3034400 S 9°¢
sjuswAed J4ayjo pue ysed Jo AJlUNI3S 9y} ulejulelN  §'C
sjuswAed ysed Joj abueyd a3edndde SpINOLd  $'C
S)iWI| pue ‘sanjeA uoloesueldy ‘syuswAed
yseo-uou ‘sapuedaldsip juswAed buipiebau
sainpacold pue sapijod s,uonnesiuebio ayy mojjo4 €2
payoene aq Aew 1eyj suoidliisald
10 sabueyo Aue pue ‘s|gejdadoe ale jey] juswAed
JO Spoyjaw ayj JO 2Jeme aJe SI9Wolsnd eyl ainsuy  z'¢
pited aq 03 Junowe sjuswAed
|10] |eul) 9Y3 JO 9Jeme aJe SIawo3isnd jeyy alnsuy  1°¢C 9AI9D2J 0] 9|ge ag r4

a1eq

CLITEYETEY
oljojyiod

adAy
CRITETL IV E|

21193110 JUDWISSISSY

sawod3no bujuiean




ZT0Z palwi] uoneonp3 uosiead @ 10z Adenuer - g anss]
(400) sed1ndas |aAed ] Ul ewoldid DAN € pue g [9A7 [90Xap3 — uonedynads - TH60E0N

sjuswAed o3 buiyejas suonenls
Aduabiaswa ul saunpadold |euonesiueblao uiejdx3 g'q
saJinpadooud
|[euonyesiuebao 03 buipiodde uoIRIUBWNIOP
paje|aJ JuswAed 339|dwod 03 moy 3qIIsad 'S
sapuedaldsip JuswAed
yum buleap Joj saanpadoudd jeuonesiueblo uieldxy  €°'g

sjuswAed
buliols 1oj sainpadoud |euonesiueblo aqudseg 'S sjuswAed
sjuswAed bundiadal pue bulpuey 2403s pue sidiodal
‘BuiAl@Dal 404 saunpadodd [euoniesiueblo 9qlIdsaq 1°S 9NSSI 03 MOY MOUY S

uonesiuebio pue
Jawolsnd ayj 03 suonedidwi ayjy pue juswAed jo
spoyjaw juaJtayip 03 Aldde jeyy sabueyd ay3 AJauspl 8'v

uonesioyine juswAed Jo
ADIApPE ‘uoiewloul 10j uosiad Jueas|ad ayy AJpuapr L'd

AJ3994100 anp sjunowe 23e|nNdjed 03 Moy aquUdsed  9'f

sapuedaldsip JuswAed yim
Buljeap usaym sJaw03lsnd djpuey 03 Moy 2quIsed S’

ssaoo4d yoeq abieyd ayj uieldxg vy
suolpesuely paed yuainpned) jo sadAy AJauapr  €'v

sp4ed 1igap
pue 11paJd ‘abaeyd usamiaq saoualayip 9yl AJauapr v
uolzew.ojul
,S12wo3snd buipaodad pue sjuswAed buissadoud sjuswAed
03] buiyejaa syjuswadinbas aane|siba) ay3 aquUdsag T'v DAI2231 03 MOY MOU v

CRITENETET] adAy
9jed | 0l1]0j310d | @OUdpIAT e119311D JUBWISSISSY sawod3no bujuiean




Z2T0Z pajwi uoneanpy uosiead @ 710z Alenuer — ¢ anss]
(400) sed1A48s oAk Ul ewoldid DAN € pue Z [9A97 [90Xxap3 — uonedypads - TH60E0N

.9leg

9L

(pajdwes jr)

:24njeubis JaIJIIBA [eulaluT

:91e@

:24njeubis 10SSassy

:91eQ

:24njeubis Jsulea

.9le

.ouleu Jau.leoa’



Unit 10:

Unit code:

Assist Customers Prior to and
After Travelling

TT04

Unit reference number: T/601/5723

QCF level: 2
Credit value: 4
Guided learning hours: 32

Unit summary

This unit supports workforce development for those staff in contact with
customers and responsible for customer bookings, and any queries about
bookings or changes that may need to be made. The unit is designed for
use primarily by agents in both leisure and business travel and others who
carry out these workplace activities. The aim of the unit is to assess skills,
knowledge and understanding to recognised National Occupational

Standards.

Evidence requirements

LEARNING Be able to resolve customers’ queries about their
OUTCOME bookings
What you must The assessor must assess assessment criteria 2.1-2.5
DO by directly observing the learner’s work or other
documentary evidence demonstrating competence
What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:
— at least one from queries
a non arrival of documents
b incomplete and/or incorrect
documentation
¢ requests for additional information
Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
LEARNING Be able to identify and make changes to
OUTCOME bookings
What you must The assessor must assess assessment criteria 3.1-3.5
DO by directly observing the learner’s work or other
documentary evidence demonstrating competence
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What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— at least five from changes

transport times

destination

accommodation

date of departure

date of return

length of trip

departure point

name

cancellation by supplier
j cancellation by customer

— at least two from financial implications

a additional payment required by the
customer

b amendment charge payable by the
customer

c compensatory payment made to the
customer

d refund payable to the customer
— at least three from procedures
completion of documents
timescale for return of documents
items to be enclosed with claims
covering letters
where to submit claims
follow up
g further courses of action

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

TQ =0 aono oo

- 0 Q0O T 9

LEARNING
OUTCOME

Be able to advise customers on how to make
travel-related claims and complaints

What you must
DO

The assessor may assess assessment criteria 4.1-4.5
through questioning, witness testimony or other
documentary evidence demonstrating competence

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the

workplace. Learners can enter the types of evidence they are presenting for

assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.
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Unit 11:

Unit code:

Unit reference number:

QCF level:
Credit value:

Guided learning hours:

Unit summary

Research Travel and Destination
Information

TTO8
L/601/5727
2

3

18

This unit supports workforce development for those who are responsible for
keeping travel and destination information up to date and accurate. The unit
is designed for use primarily by travel agents, tourist information staff and
others who carry out these workplace activities. The aim of the unit is to
assess skills, knowledge and understanding to recognised National

Occupational Standards.

Evidence requirements

LEARNING Be able to research travel destination and

OUTCOME product information

What you must The assessor may assess assessment criteria 2.1-2.8

DO through questioning, witness testimony or other
documentary evidence demonstrating competence.
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What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— at least one from travel destinations
a domestic
b overseas

— at least two from products
a attractions
b local transport
c tourist facilities

— at least one from recorded
a manually
b electronically

— at least one from sources
a printed
b electronic

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.
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Unit 12:

Unit code:

Unit reference number:

QCF level:
Credit value:

Guided learning hours:

Unit summary

Identify and Provide Tourism-
Related Information and Advice

TT14
Y/601/5732
2

5

37

This unit supports workforce development for those who provide tourism-
related information and advice for visitors, eg travel agents, tour operators,
resort staff guides and tourist information staff. The unit is designed for use
primarily by staff whose role entails providing information and advice and
others who carry out these workplace activities. The aim of the unit is to
assess skills, knowledge and understanding to recognised National

Occupational Standards.

Evidence requirements

LEARNING Be able to identify customers’ information and

OUTCOME advice needs

What you must The assessor may assess assessment criteria 2.1-2.4

DO through questioning, witnhess testimony or other
documentary evidence demonstrating competence.

LEARNING Be able to source relevant tourism-related

OUTCOME information and advice

What you must The assessor may assess assessment criteria 4.1-4.3

DO through questioning, witness testimony or other

documentary evidence demonstrating competence.
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What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:

— at least five from information sources

a organisation specific reference
materials

electronic sources
brochures

directories

timetables

maps

guidebooks

external organisations
other colleagues

j leaflets

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

> Q 0 an T

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 13:

Unit code:

Complete Foreign Exchange
Transactions

TT17

Unit reference number: Y/601/5746

QCF level: 3
Credit value: 7
Guided learning hours: 53

Unit summary

This unit supports workforce development for those who carry out foreign
exchange transactions for customers eg within travel agencies.

The unit is designed for use primarily by travel agents and others who carry
out these workplace activities. The aim of the unit is to assess skills,
knowledge and understanding to recognised National Occupational

Standards.

Evidence requirements

LEARNING Be able to maintain foreign exchange supplies to
OUTCOME meet customer demands

What you must The assessor must assess assessment criteria 3.1-3.3
DO and 3.5-3.7 by directly observing the learner’s work.

The assessor may assess assessment criterion 3.4
through questioning, witnhess testimony or other
documentary evidence demonstrating competence.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— at least two from foreign exchange
a foreign currencies
b foreign currency traveller’'s cheques
c sterling traveller’s cheques
— at least two from anticipated demand
a immediate use
b reserve stock
¢ advance orders

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
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LEARNING Be able to sell and buy exchange products to and
OUTCOME from customers

What you must The assessor must assess assessment criteria 6.1-6.8,
DO 6.11 and 6.12 by directly observing the learner’s

work.

The assessor may assess assessment criterion 6.9 and
6.10 through questioning, witness testimony or other
documentary evidence demonstrating competence.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

- both from exchange rate
a buy
b sell
— at least two from foreign exchange
a foreign currencies
b foreign currency traveller’'s cheques
c sterling traveller’s cheques

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

LEARNING
OUTCOME

Be able to remit foreign exchange

What you must
DO

The assessor may assess assessment criteria 8.1-8.6
through questioning, witness testimony or other
documentary evidence demonstrating competence.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

- at least two from foreign exchange
a foreign currencies
b foreign currency traveller’'s cheques
c sterling traveller’s cheques

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.
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Unit 14:

Unit code:

Unit reference number:

QCF level:
Credit value:

Guided learning hours:

Unit summary

Arrange Travel Itineraries
TT20

1/601/5760

2

7

57

This unit supports workforce development for those who create travel

itineraries for customers.

The unit is designed for use primarily by leisure and business travel agents,
by tour operator staff where tailor made travel bookings are made direct
and others who carry out these workplace activities. The aim of the unit is
to assess skills, knowledge and understanding to recognised National

Occupational Standards.

Evidence requirements

LEARNING Be able to identify suitable travel-related
OUTCOME components to meet customers’ requirements
What you must The assessor may assess assessment criteria 2.1-2.6
DO through questioning, witness testimony or other
documentary evidence demonstrating competence.
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What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— at least one from customer contact
a face-to-face
b telephone and electronic (email or chat)

— at least one from customers’ wants needs
and preferences

a timing
b travel
¢ accommodation
d additional services
— at least two from customer information
a customers’ contact details
b product enquiries
c relevant interests
— at least one from recorded
a manually
b electronically
— at least three from components
travel
transfer
accommodation
from a single supplier
e from multiple suppliers

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

Q n T 9

LEARNING
OUTCOME

Be able to combine components to create
itineraries that meet customers’ specific wants,
needs and preferences

What you must
DO

The assessor may assess assessment criteria 4.1-4.3
through questioning, witness testimony or other
documentary evidence demonstrating competence.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— at least one from process and store
a manually
b electronically

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
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Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.

Alternatively, centre documentation should be used to record this
information.
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Unit 15:

Unit code:

Obtain and Analyse Customer
Feedback

TT23

Unit reference number: D/601/6607

QCF level: 3
Credit value: 4
Guided learning hours: 35

Unit summary

This unit supports workforce development for those who are in contact with
travel and tourism customers.

The unit is designed for use primarily by travel agents and tour operators
and others who carry out these workplace activities. The aim of the unit is
to assess skills, knowledge and understanding to recognised National
Occupational Standards.

Evidence requirements

LEARNING
OUTCOME

Obtain customer feedback efficiently

What you must
DO

The assessor may assess assessment criteria 2.1-2.6
through questioning, witness testimony or other
documentary evidence demonstrating competence.

What you must
COVER

There must be performance evidence, gathered
through observing the candidate’s work for:

— at least two from feedback
a quantitative
b qualitative
— at least one from collection process
a face-to-face
b telephone
— at least one from record
a manually
b electronically

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

N030941 - Specification — Edexcel Level 2 and 3 NVQ Diploma in Travel Services (QCF) 111
Issue 2 - January 2012 © Pearson Education Limited 2012




LEARNING Analyse and report on customer feedback data
OUTCOME

What you must The assessor may assess assessment criteria 3.1-3.6
DO through questioning, witness testimony or other
documentary evidence demonstrating competence.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 16:

Unit code:

Build and Maintain Relationships
with Customers Not Present

TT52

Unit reference number: F/601/6440

QCF level: 2
Credit value: 6
Guided learning hours: 51

Unit summary

This unit supports workforce development for those who deal with
customers by telephone, SMS, web chat, email or other means that does
not involve face-to-face contact.

The unit is designed for use primarily by tour operator and travel agency
sales staff and others who carry out these workplace activities. The aim of
the unit is to assess skills, knowledge and understanding to recognised
National Occupational Standards.

Evidence requirements

LEARNING Be able to establish contact with customers
OUTCOME
What you must The assessor must assess assessment criteria 2.1-2.7
DO by directly observing the learner’s work.
What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:
— at least two from communication links
a telephone
b email
c SMS
d online chat
e paper based
— at least one from special communication
requirements
a customers with hearing difficulties
b customers with language difficulties
Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
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LEARNING
OUTCOME

Be able to communicate and inform customers
effectively

What you must
DO

The assessor must assess assessment criteria 3.1-
3.10 by directly observing the learner’s work.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— at least two from customers requirements
a information
b booking
c complaint
— at least two from resources
communications equipment
information screens
materials
information
e time

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

QN T 9

LEARNING
OUTCOME

Be able to manage difficult and demanding
customers

What you must
DO

The assessor must assess assessment criteria 4.1-4.5
by directly observing the learner’s work.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— at least two from difficult customers
a aggressive
b abusive
¢ confused
d worried
e insistent
— at least two from effective questioning
a open
b closed
c probing
Evidence for the remaining points under ‘what you

must cover’ may be assessed through questioning or
witness testimony.
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Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.

Alternatively, centre documentation should be used to record this
information.
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Unit 17:

Unit code:

Unit reference number:

QCF level:
Credit value:

Guided learning hours:

Unit summary

Process Travel Services Bookings

TT02
A/601/6548
2

5

37

This unit supports workforce development for those who book travel
services for customer, eg package holidays, flights, accommodation, and
additional services such as parking, transfers, excursions.

The unit is designed for use primarily by leisure and business agents, tour

operator staff who handle direct bookings and others who carry out these

workplace activities. The aim of the unit is to assess skills, knowledge and
understanding to recognised National Occupational Standards.

Evidence requirements

LEARNING To be able to complete booking administration
OUTCOME

What you must The assessor must assess assessment criteria 2.1-2.3
DO by directly observing the learner’s work or other

documentary evidence demonstrating competence.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

at least four from bookings

> Q 0 an oo

package holidays
flights
accommodation
journey

travel

coach

rail

cruise

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
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LEARNING To be able to process and issue documentation
OUTCOME and additional services

What you must The assessor must assess assessment criteria 4.1-4.6
DO by directly observing the learner’s work.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— at least three from documentation
a pre-issued
b on departure
c e-tickets
d ticketless
— at least five from additional services
car hire
VIP lounges
car parking
transport to and from departure point
accommodation
insurance
pre-bookable excursions and tickets
tour operators’ extras
ski packs
j upgrades
k other transport

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

TQ 0 ano g9

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.
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Unit 18:

Unit code:

Assist with Travel and Tourism
Problems and Emergencies

TTO9

Unit reference number: K/601/6559

QCF level: 2
Credit value: 4
Guided learning hours: 32

Unit summary

This unit supports workforce development for those to whom customers
turn for help with problems and emergencies.

The unit is designed for use primarily by resort staff, tour operations staff
and head office, tour leaders and others who can be expected to be
involved in dealing with problems and emergencies. The aim of the unit is to
assess skills, knowledge and understanding to recognised National
Occupational Standards.

Evidence requirements

LEARNING Be able to assist the resolution of a customer’s
OUTCOME problem

What you must The assessor may assess assessment criteria 2.1-2.8
DO through questioning, witness testimony or other

documentary evidence demonstrating competence.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

- at least two from problems

itinerary

accommodation

personal property

documentation

standard of products and services
f personal problems

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

D QN T
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LEARNING Be able to assist the local implementation of
OUTCOME emergency procedures

What you must The assessor may assess assessment criteria 4.1-4.6
DO through questioning, witness testimony or other

documentary evidence demonstrating competence.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— at least two from people
a colleagues

b customers directly affected by the
emergency

c customers not directly affected by the
emergency

d suppliers

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.
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Unit 19:

Unit code:

Unit reference number:

QCF level:
Credit value:

Guided learning hours:

Unit summary

Collect and Maintain Tourism
Information and Data

TT15
Y/601/6590
2

3

20

This unit supports workforce development for those who collect and
maintain information systems for access by colleagues, eg customer buying
trends, resort and hotel information, local events diary.

The unit is designed for use primarily by tour operators and tourist
information staff and others who carry out these workplace activities.
The aim of the unit is to assess skills, knowledge and understanding to
recognised National Occupational Standards.

Evidence requirements

LEARNING Be able to collect and evaluate tourism

OUTCOME information and data

What you must The assessor may assess assessment criteria 2.1-2.4

DO through questioning, witnhess testimony or other
documentary evidence demonstrating competence.
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What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— at least two from sources

customers

suppliers

colleagues

directories

websites

newspapers and magazines

— at least two from methods

issuing questionnaires

manual counting

electronic counting

electronic inputting and recording
speaking to customers by telephone
f speaking to customers face to face

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

- 0 Q0O T 9

oD QN T o

LEARNING
OUTCOME

Be able to maintain tourism information systems
and data

What you must
DO

The assessor may assess assessment criteria 4.1-4.7
through questioning, witness testimony or other
documentary evidence demonstrating competence.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

- at least one from information systems

a for business performance data and
information

b for tourist information

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.
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Unit 20:

Unit code:

Unit reference number:

QCF level:
Credit value:

Guided learning hours:

Unit summary

Assist with Transfers
TT31

Y/601/6556

2

4

29

This unit supports workforce development for those who assist with
transfers for visitors eg between transport hubs, between airports and

accommodation.

The unit is designed for use primarily by tour operations field staff and
others who carry out these workplace activities. The aim of the unit is to
assess skills, knowledge and understanding to recognised National

Occupational Standards.

Evidence requirements

LEARNING Be able to welcome and assist customers on
OUTCOME arrival

What you must The assessor must assess assessment criteria 2.1-2.6
DO by directly observing the learner’s work.

What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:

— at least three from arriving customers
anxious

aggressive

demanding

disruptive

harassed

f with special needs

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

(2 - T o T = 2
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LEARNING Be able to escort and brief customers during
OUTCOME transfers

What you must The assessor must assess assessment criteria 3.1-3.6,
DO 3.8 and 3.9 by directly observing the learner’s work.

The assessor may assess assessment criterion 3.7
through questioning or witness testimony.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— all from essential/critical information
health and safety

accommodation

arrival point facilities

journey times

local times and temperatures

f location

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

oD Q0 T o

LEARNING
OUTCOME

Be able to assist customers at the departure
point

What you must
DO

The assessor must assess assessment criteria 4.1-4.4
by directly observing the learner’s work.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.
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Unit 21: Sell Tourism-Related Products
and Services

Unit code: TT13
Unit reference number: F/601/6566

QCF level: 2
Credit value: 5
Guided learning hours: 31

Unit summary

This unit supports workforce development for those who sell tourism
products and services for visitors, eg at Tourist Information Centres,
souvenir shops, visitor attractions, etc.

The unit is designed for use primarily by visitor services retail staff and
others who carry out these workplace activities. The aim of the unit is to
assess skills, knowledge and understanding to recognised National
Occupational Standards.

Evidence requirements

LEARNING Be able to identify and meet customers’
OUTCOME requirements
What you must The assessor must assess assessment criteria 2.1-2.6
DO by directly observing the learner’s work.
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What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:

— at least three from products
a literature
b souvenirs
c tickets
d maps
— all from services
a visitor information
b advice
c directions
- one from suitable action
a ask a colleague for assistance
b refer customers to a suitable colleague

c apologise for the inability to progress
things further
Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

LEARNING Be able to promote benefits and features of
OUTCOME tourism products and services

What you must The assessor must assess assessment criteria 4.1-4.4
DO by directly observing the learner’s work.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 22: Resolve Customer Service
Problems

Unit reference number: M/601/1511

QCF level: 2
Credit value: 6
Guided learning hours: 40

Unit summary

This unit is about what to do when it is difficult to meet customer
expectations. Even if the service the learner gives is excellent, some
customers experience problems. Part of the learner’s job is to help to
resolve those problems. There is likely to be a problem if customer
expectations are not met. This may be because the customer’s expectations
involve more than the learner can offer or because service procedures have
not been followed. Some problems are reported by customers and
sometimes the learner will spot the problem first and resolve it before their
customer has even noticed. As soon as the learner is aware of a problem,
they need to consider the options and then choose a way to put it right.
This unit is particularly important in customer service because many
customers judge how good the customer service of the organisation is by
the way problems are handled.

Assessment requirements

The assessment and quality assurance requirement for this unit provides
evidence towards A and V units.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 23:

Unit code:

Plan and Conduct Welcoming
Events

TT28

Unit reference number: D/601/5778

QCF level: 2
Credit value: 5
Guided learning hours: 34

Unit summary

This unit supports workforce development for those who plan and conduct
welcoming events for visitors to resorts. The unit is designed for use
primarily by tour operations field staff and others who carry out these
workplace activities. The aim of the unit is to assess skills, knowledge and
understanding to recognised National Occupational Standards.

Evidence requirements

LEARNING Be able to plan welcoming events

OUTCOME

What you must The assessor may assess assessment criteria 2.1-2.9
DO through questioning, witnhess testimony or other

documentary evidence demonstrating competence.

What you must

There must be performance evidence, gathered

COVER through observing the learner’s work for:
— at least one from objectives
a attendance numbers
b level of take up of products and services
c perceived level of customer satisfaction
with the event and information supplied
Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
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LEARNING Be able to conduct welcoming events
OUTCOME

What you must The assessor must assess assessment criteria 4.1-
DO 4.18 by directly observing the learner’s work.

What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:

— at least one from documentation
a booking forms
b attendance lists

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.

164 N030941 - Specification — Edexcel Level 2 and 3 NVQ Diploma in Travel Services (QCF)
Issue 2 - January 2012 © Pearson Education Limited 2012



ZT0Z palwi] uoneonp3 uosiead @ 10z Adenuer - g anss]

<91 (40D) sao1nuaS [9AeLL Ul ewOldIQ DAN € PUB 7 [9AST] [90X9P3T - UoNeduIads — T#60E0N

SJUDAD 24NN} 03 sabueyd
wiJojul 03 siy3 buisn pue aocuewJdoj1ad UMo JnoA
JO uonlen|eAa ue bupjew jo aoueyodwi ay3y uiejdx3 ST
wieaJls awoodul Jojedado
N0} ulew e se 93NQglJ3uU0d SIS JuUDWUIRIDIUD
pue uols.Indxa uo a|geAed suoissiwwod moy uie|dxy  $°'T

S30eju0d Jaljddns |eD0| yam sdiysuone|ad bupjaom
poob buiysijgeisa Jo aoueodwl ayy uieldxy €1
uoissaiduwil aAnIsod e a3eald pue apniie
|euoissajoldd e Aejdsip 03 »JOM wea] pue aoualadxd
,sonbea||0d ‘abpajmouy| |euositad asn pue siawolsnd
ul 3saJdajul ue moys o3 jueyiodwi si 31 Aym uie|dx3 21
ssauisnq SIUDAD Bbulwodam
buiaoddns ul sjusAa Bulwod|oM JO UOIINGIIIUOD Jo sasodund pue
93 pue ssauisng jeadad jo aouepodwi ayy uieldxy  1°T7 | so|dipund syl pueisiapun T

CLIIENETEY] adA)
9jeq | 0l1]0j310d | @OUdpIA] BL19311D JUDWISSISSY sawod3no buiuiea

eLI9]}LID Juauwissasse pue sawodlno MC_Cmeu_




Z2T0Z pajwi uoneanpy uosiead @ 710z Alenuer — ¢ anss]
(400) sed1A48s oAk Ul ewoldid DAN € pue Z [9A97 [90Xxap3 — uonedypads - TH60E0N

991
syoadse
Ajajes pue yjjeay buipnjoul ‘sanuaa Jo Ajljigelins
a3 buissasse J0j pasn 2q 0] eLIDID AJIUSPT '€
SJUDAD BulWod|oMm J0J 3|gr3INS SONUDA
|ED0] UO UOIJRWLIOJUl SS9J0B 0] 2Jaym aquisag €°'€
saJinpadcold pue saiijod
|euonyesiuebio buimo|joj Jo soueyodwi ayy uieldxy  Z°€
S92IAJDS pue sjonpouad [euonippe Jo 9|es
3y3 pue sjuaAa buiwodjam Jo Jonpuod ay3y 03 bune|ad SJUDAS Bulwodom
sainpadcold pue saijod |euonyesiuebio uiejdx3 T'€ ue|d 03 moy mouy| <
JUDAD
Y3 Joj awiy poob ul juswdinba Auessadau abuelly  6°C
9NU3A 33 Jo dn 33s pue JnoAe| oyl 2a4by 8'C
sjuswadinbau
s,uonesiuebio ayj syjgaw pue adualpne |elauayod
93 syoeJjie JuaAd ayj Joj Apignd jeyy adnsug /'
JUDAD pauue|d ayj JoJ 9|ge|ieAe
S|ela}ew uoijewIoul JURAD|DJ puR JUaIDINS BN  9°'C
2oUdlpne papuajul Y3y 3INS 03 JUSAd dYj ueld §°C
SjudAD Bulwod|om U0y
syjobue) JueAsjal Aue pue saAI30R[qo ‘swie AJaudapl $°C
JUDAD 93 03 Joud sysid 9|gejdaosoeun
pue spiezey Ajajes pue yjjeay Aue AJi3oay €°C
saJinpasold paaoisdde buisn suoiyejdadxa
,S19W0ISND 199W YdIYM SDNUDA 3|qISSadde Yoog 7'C
suoneladxs SJUDAD
,519W03SND 399W YdIYM SDNUDBA 3|qIssadde AJuapl  T'z | buiwoojom ue|d 03 9|ge ag r4

a1eq

CLITEYETEY
oljojyiod

adAy
CRITETL IV E|

21193110 JUDWISSISSY

sawod3no bujuiean




2T0Z paiwi] uolzeonpy uosiead @ ¢T10Z Adenuer — Z anss]
/91 (40D) s901AI8S [9ARIL Ul BWO|dId DAN € PUB 7 [9AS7 [99X3p3 — UoREdynads - TH60£0N

SJ9WO03SNd Y3IM SUOISSNISIp
pue suolyejuasald bunp (sajepdn Jo/pue
SjUSWpUSWE UOI}R_WIOJUl [BDO] JO 3X2]3U0D 9Y3 Ul

63) uonejuasaldalsiw Jo saduanbasuod ayy uleldxy Z1°€

uoninewJojul apiaodd 03 sajgelawin

pue sainydo.iq 324dJa3ul pue asn 03 Moy aqulsag -
S|ela3ew uoiewJolul

J2WO03SNd 10J S[9A9] X203s wnwiuiw AJauapl QOT°€
saullapinb
pue S9NSSI |EPJUSWUOIIAUD |BD0| pue syadse |eanljnd
‘sanyoey ‘Juswulealud ‘3sadalul Jo saoe|d |edO| uo

S|elJ91ew pue uollRWIOUI SS9J0B 0] 9JaymM 2qudseq  6°€
SjuUdAD Bulwod|om J0)

syjuswabuedie dn 319s pue syjnoAe| a|geyns AJauapl 8'€

9suodsad pue Joedwl wnwixew
uieb o3 JopJo ul JusaAa ue asplignd 03 sAem aquIdsaq /'€
Huluieluajus pue sAlzeWIONUI
'Al9AIl Wayj axew 03 JapJo ul suolejuasald Juans
Buiwodom aunyonuls pue 9Idwod 03 Moy aquasag  9'¢S
saoualpne
JO sjuswaJdinbaJd pue s3saJajul A1 9yl 193w
0] suoijejuasadd Jo JusjU0d Y3 Jojiey 03 moy uieldxy  §°¢

CRITENETET] adAy
9jed | 0l1]0j310d | @OUdpIAT e119311D JUBWISSISSY sawod3no bujuiean




Z2T0Z pajwi uoneanpy uosiead @ 710z Alenuer — ¢ anss]
(400) sed1A48s oAk Ul ewoldid DAN € pue Z [9A97 [90Xxap3 — uonedypads - TH60E0N

891

JUDAD

33 JO pua ayj 1e 2ouapyuod ul yeads 03 salanb
[euosJad yym sisawoisnd Joj saiyiunpoddo ajess)
SJ9Y3j0 JO Spaau uoljew.ojul

33 Junodoe ojul bupjey i3sjiym JuaAs ayy bulnp
Alead pue Ajpdwoud suonsanb ,susawo3snd ssalppy
paJinbau

9J9ym pue ajenidoisdde usym Sad1AISS pue sjonpoud
13430 Jo sajes/uonowodd 404 saniunyoddo axe
SUOI3ONJISUl puB UoIRWIOUl [BJUDWIUOIIAUD
JueAd[9d Aue JO dieme 3Je SIsWolsnd ainsugj

Aels 119y3 anoybnoayy sayepdn uonew.lojul ssadde
0} MOY pue 3J9yMm JO dJeme aJe SIswolsnd ainsugj

SJawWo03snd ayj 03 pajins 3JAls pue abenbue| buisn
uonewJojul paouanbas pue painionuais ||9m Juasald
Huineaw ayz 03 uondnisip WNWIUIW Yiim
9|geHOJWOD puR SWOD|IM SISWO0D 3le| Aue ayey
uonejuasald ayj Jo Jels ayj o3 Joud 9|qejieae

9Je s|elaiew uonewlojul A1essadau ||e eyl ainsulj
MB3IA JB3)]D B 2ARY

pue pa3leas A|qejojwod aJe SI1awolsnd eyl alnsulj
|eAllIE UO

Aem A|puslly pue 331j0d e ul su1swo3Isnd abpajmoudy
SJI2WO03sNd JO |eAlLIR DY)

03 Joud J49pio bupjdom ul si uswdinba jeyy aunsu3g

paisanbau
Se S| aNuaA 3y3 Jo dn 33s pue 1no0Ae| ay3 jeyl aJnsu]

(4% %

ItV

0T'v

6'v

8V

LY

9'v

S'v

vy

€Y

(47

Ty

SjuaAS bujwod|om
10Npuod 03 9|qe ag %

a1eq

CLITEYETEY
oljojyiod

adAy
CRITETL IV E|

21193110 JUDWISSISSY

sawod3no bujuiean




ZT0Z palwi] uoneonp3 uosiead @ 10z Adenuer - g anss]

691 (40D) sao1nuaS [9AeLL Ul ewOldIQ DAN € PUB 7 [9AST] [90X9P3T - UoNeduIads — T#60E0N

SIUDAD
2J4n3ny 10 syuswisnlpe puswuwodal pue SaAl3da[qo
paalbe jsuiebe JuaAs ayj JO SS220NS By 91enjeA3 81+
s3saJajul
d19Y3 yojew 1eyj sadIAIaS pue syonpodd jeuonippe
pa43JJ0 e pue uollewlojul A1essadau ||e aAey
Ayl bulinsua ‘saapualje-uou umoux dn mojjo4 /T'v
19| sey Jawoisnd
1Se| 9Y3 J91je ApI] pue Ued|D SNUSA 9Y) AR 9T'¥

buissadoud J0) uoiejUBWINDOP AlBSSaDdauU Aue ulelay ST'd
saanpadsold |euonesiuebio BuiMmo||o) JUBAD B3 9S00 HT'H

JUDAD 3U3 JO
9S0|D 9Y3 J31Je suoisanb yse 03 spasau uoiew.Ioul
J9yny Yy3Im siswolsnd Joj saniunpoddo a3eal) €1'v

CRITENETET] adAy
9jed | 0l1]0j310d | @OUdpIAT e119311D JUBWISSISSY sawod3no bujuiean




Z2T0Z pajwi uoneanpy uosiead @ 710z Alenuer — ¢ anss]
(400) sed1A48s oAk Ul ewoldid DAN € pue Z [9A97 [90Xxap3 — uonedypads - TH60E0N

04T

SJ12Wo03snd 03 uonew.ojul pue aoiape bulalb

uaym suonedijduwi s31 pue uoiie|siba| uoieuIWIIISIP
Ajijigesip ay3 jo sied jueasjal ay3 AJiauspl
sjusawadinbaa aoueansul Aue pue suoi}ipuod bupjooq
40 suawo03snd buisiApe Jo4 suoneblqo ayl aqudsaq
Siy3

10J spoylaw pue Aejs J1ay3 Jnoybnodayy pawojul
slawolsnd buidaay Jo aduejiodwl oyl uiejdx3
salanb

Aue 10241paJ 0] WOYM 03 pue uaym pue aduaipne
9Y31 woJ} suoiasanb ajpuey 01 moy aqilasaq

ayeidn

asiwixew eyl SAem Ul SJI9JJ0 JusWUIRMIDIUD pue
uoISINdX3 Jo Bupjooq ay3y ajowoid 03 Moy 2q1IdsaQ
doualpne ayj abebus 03 sanbiuyosay

Bbuisn suoijejuasaid |eglan e aAIb 0] moy ule|dx3
SJowo03lsnd 19946 pue 323w 03 MOy 9qII2saQ

buiuonouny
SI uswdinba pie |ensiA »}29yd 03 Moy 2q14dsad

8'S

LS

9°'S

S'S

v'S

€S
[

'S

SJUDAS BulwodoMm
10NPUOD 0] MOY MOUY S

a1eq

CLITEYETEY
oljojyiod

adAy
CRITETL IV E|

21193110 JUDWISSISSY

sawod3no bujuiean




2T0Z paiwi] uolzeonpy uosiead @ ¢T10Z Adenuer — Z anss]
/1 (40D) s901AI8S [9ARIL Ul BWO|dId DAN € PUB 7 [9AS7 [99X3p3 — UoREdynads - TH60£0N

(paydwes 1)

:93eQ :24njeubis JalIIA |eulIuT
:91e( :94njeubis 10ssassy
:93eQ :24njeubis Jaulea
:23eQ :awieu JauJdea

eaJe |e20| ay3 03 a|qedijdde suoiyonJisul
pue Sanss| |EIUSWUOIIAUS pue [edn3nd AJQuspl  6°9

eaJe |BJ0| JNOA Ul 9|ge|ieAe
S39X013 pue Jodsued) jo sadAy ay3 atedwo) 8'9

suoneIA31qQe pue swJa) Jiseq |ejuad Jed aquasag  /'9

eale ayl

ul JuaJ J10J 9|gejieAe Jodsued) Jo sadAl syl aquUIsed 9'9
uolbaJ |B20| UINOA Ul SJUSAS |eldads

pue suoljoeJjie 3s1unoy Jofew Jo uonedo| ayl AJauspl §'9
Spoau Jawo03snd JuaJtaip 10J Ayjigeins
119y] pue eale |BD0| 3Y3 Ul d|ge|ieAe sani|oe) buyes

pue juswuielajud ‘3sadajul Jo saoe|d aquUlsaa 9
uoibau |eo0| ayy ul

SUOI}eUIISDP PIYUSIA JSOW dY3 JO UOIID0| BYY AJIUSPT €9
uoibaJ |eD0| By3 Ul Saunied)

|eaiydesboab Aay JO uoied0| pue saweu ayy AJauapl Z'9
uoibau |B20| JNOA

03 9|gedijdde sdnoub pue|si Aue pue san Jolew eaJe buipunolins
‘sanp |eyided ‘suoijeul}sap 3s1unoy ‘syiodeas Jdofew 93 Ul sa04nosal
AJiauapi 03 sdew 3j24duajul pue pead 03 moy uie|dx3 19 d|ge|ieAe 9yl moud| 9

CRITENETET] adAy
9jed | 0l1]0j310d | @OUdpIAT e119311D JUBWISSISSY sawod3no bujuiean




172 N030941 - Specification — Edexcel Level 2 and 3 NVQ Diploma in Travel Services (QCF)
Issue 2 - January 2012 © Pearson Education Limited 2012



Unit 24:

Unit code:

Lead People on a Guided Tour
TT29

Unit reference number: F/601/5949

QCF level:

Credit value:

2
5

Guided learning hours: 40

Unit summary

This unit supports workforce development for those who lead tours.

The unit is designed for use primarily by those who lead tours for visitors,
eg local heritage sites, industrial sites, walking tours, bus tours and
supports workforce development for those who carry out such activities.

Evidence requirements

LEARNING Be able to ensure the health and safety of the
OUTCOME group

What you must The assessor must assess assessment criteria 2.1-2.3,
DO 2.5 and 2.6 by directly observing the learner’s work.

The assessor may assess assessment criterion 2.4
through questioning, witnhess testimony or other
documentary evidence demonstrating competence.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— at least three from advice and guidance
a emergency procedures

b safety hazards and potential risks en
route

c personal safety
d security of personal belongings
e clothing and footwear

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
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LEARNING Be able to lead the tour

OUTCOME

What you must The assessor must assess assessment criteria 3.1-3.4
DO by directly observing the learner’s work.

What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:

— at least five from customers

TQ =0 aono oo

j

users of home language
users of foreign language
individuals

groups

subject specialist

general

one age group

mixed age group

through interpreter
direct with customers

— at least two from variations

a
b
C

d

before the tour
during the tour

in response to reasonable customer
request

in response to hazard

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.
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Unit 25: Prepare and Maintain Holiday
Accommodation

Unit code: TT36

Unit reference number: H/601/5782

QCF level: 2
Credit value: 4
Guided learning hours: 30

Unit summary

This unit supports workforce development for those who check and prepare
accommodation for visitors, eg tents, caravans, chalets.

The unit is designed for use primarily by tour operations field staff and
others who carry out these workplace activities. The aim of the unit is to
assess skills, knowledge and understanding to recognised National
Occupational Standards.

Evidence requirements

LEARNING Be able to prepare holiday accommodation
OUTCOME

What you must The assessor must assess assessment criteria 2.1-
DO 2.11 by directly observing the learner’s work.

The assessor may assess assessment criterion 2.12
through questioning, witness testimony or other
documentary evidence demonstrating competence.

What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:

— both from waste
a left by previous occupants
b created by the cleaning process

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

LEARNING Be able to maintain accommodation and
OUTCOME equipment to specification

What you must The assessor must assess assessment criteria 3.3-3.5
DO by directly observing the learner’s work.

The assessor may assess assessment criteria 3.1 and
3.2 through questioning, witness testimony or other
documentary evidence demonstrating competence.
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Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.

Alternatively, centre documentation should be used to record this
information.
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Unit 26:

Unit code:

Present a Commentary for a
Guided Tour

TT30

Unit reference number: A/601/6470

QCF level: 2
Credit value: 4
Guided learning hours: 28

Unit summary

This unit supports workforce development for those who present scripted
commentaries on guided tours for visitors, eg local orientation tours, bus

tours.

The unit is designed for use primarily by tour operator field staff and others
who carry out these workplace activities. The aim of the unit is to assess
skills, knowledge and understanding to recognised National Occupational

Standards.

Evidence requirements

LEARNING Be able to present a commentary to customers
OUTCOME on a guided tour
What you must The assessor must assess assessment criteria 2.1-2.6
DO by directly observing the learner’s work.
What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:
- both from presentation aids
a microphone
b raised voice
Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
LEARNING Be able to evaluate, update and improve
OUTCOME presentation to customers on a guided tour
What you must The assessor may assess assessment criteria 4.1-4.4
DO through questioning, witness testimony or other
documentary evidence demonstrating competence.
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Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.

Alternatively, centre documentation should be used to record this
information.
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Unit 27: Organise Your Work and Personal
Development

Unit code: TT21
Unit reference number: A/601/6601

QCF level: 3
Credit value: 4
Guided learning hours: 28

Unit summary
This unit supports workforce development for those who organise their own
work and personal development.

The unit is designed for any staff who carry out these workplace activities.
The aim of the unit is to assess skills, knowledge and understanding to
recognised National Occupational Standards.

Evidence requirements

LEARNING Be able to organise own workload

OUTCOME

What you must The assessor may assess assessment criteria 2.1-2.6

DO through questioning, witness testimony or other
documentary evidence demonstrating competence.

What you must There must be performance evidence, gathered

COVER through observing the learner’s work for:

— all from work objectives
a quantity of work
b type of work
¢ quality of work

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

LEARNING Be able to develop own personal performance
OUTCOME

What you must The assessor may assess assessment criteria 3.1-3.6
DO through questioning, witnhess testimony or other

documentary evidence demonstrating competence.
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Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.

Alternatively, centre documentation should be used to record this
information.
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Unit 28:

Unit code:

Sell Travel-Related Products and
Services

TTO01

Unit reference number: H/601/5149

QCF level: 3
Credit value: 12
Guided learning hours: 89

Unit summary

This unit supports workforce development for those who sell travel-related
products and services, eg travel agents selling travel services, holidays and

components.

The unit is designed for use primarily by travel agents and others who carry
out these workplace activities. The aim of the unit is to assess skills,
knowledge and understanding to recognised National Occupational

Standards.

Evidence requirements

LEARNING Be able to identify customers’ travel needs
OUTCOME
What you must The assessor must assess assessment criteria 2.1-2.5
DO by directly observing the learner’s work.
What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:
— at least three from travel products and
services
a package holidays
b flights
¢ accommodation
d ferry travel
e coach
f rail
g cruises
— at least two from additional requirements
a dietary
b health
c mobility
Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
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LEARNING Be able to promote the features and benefits of
OUTCOME travel products and services

What you must The assessor must assess assessment criteria 3.1-3.5
DO and 3.7 by directly observing the learner’s work.

The assessor may assess assessment criterion 3.6
through questioning or witness testimony.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— at least three from travel products and
services

package holidays
flights
accommodation
ferry travel
coach

rail

g cruises

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

- 0 Q0O T v

LEARNING
OUTCOME

Be able to close the sale

What you must
DO

The assessor must assess assessment criteria 4.1-4.3,
4.5 and 4.6 by directly observing the learner’s work.

The assessor may assess assessment criterion 4.4
through questioning or witness testimony.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— at least three from extra travel products and
services

car hire

VIP lounges

car parking

transport to and from departure point
accommodation

pre-bookable excursions and tickets
tour operators’ extras

ski packs

upgrades

other transport

k passports and visas.

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

TQ 0 ano oo

Cly =

198 N030941 - Specification — Edexcel Level 2 and 3 NVQ Diploma in Travel Services (QCF)

Issue 2 - January 2012 © Pearson Education Limited 2012




Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.

Alternatively, centre documentation should be used to record this
information.

N030941 - Specification — Edexcel Level 2 and 3 NVQ Diploma in Travel Services (QCF) 199
Issue 2 - January 2012 © Pearson Education Limited 2012



ZT0Z paywi] uoneonpg uosiead @ ZT10Z Adenuer — g anss
(40D) se01AI8S [9ARIL Ul BwO|dId DAN € PUB 7 [9AS7 [99X9p3 — UoREedlnads - TH60£0N 007

|9AeI} SsaulIsng 40 aJnsia| buljds usaym ao130ead
JO S9POD dpeJ) JuaJINd pue ulew ayj asHewwns  8'T

wayl buimollos Jo aoueuoduwl ayj uie|dxa
pue sadIAJas pue syonpold Jo ajes ayi 03 bunejad
saJinpaoodd pue sapijod jeuonjesiueblo aulpnO LT
wiay3 324daajul 03 MOy pue S3JIAISS pue
syonpoad 03 buiiejaa uoieWIOJUl JO S924N0S AJIUSPT 9'T
SJ2WO03SNd 0] uoljew.ojul pue adlApe bulalb
uaym suoijedidwi s31 pue uoije|sibal uoieuIwWIDSIP
Ajljigesip ayj Jo syed jueAd|ad 9yl asKlewwnS G'T
slawo3isnd yum buieap
usaym uone|siba| Jo syjuswadinbaJl ujew ayj aqulseg  H'T
uolle|siba| uoiypajoud ejep jo suoieddul
3U3 pue Ajl|ei3usplyuod 1oy paau ay3j ulejdxy €1

SwalsAs
uonew.Jojul ajep 03 dn jo souenodwi ayj uieldxy  Z'T S22IAISS pue spnpo.d
SJ2W03snNd 03 uoisinoid uoiew.ojul paje|aJ-|aAedy buias Jo
pue 22IAJas Jo so|dipulid ulew ayy aquosaq  T'T | sojdipulid ayjy pueisiapun T
CLIIENETEY] adAy
9jeq | 01]0j110d | DOUdPIAT BLI9}IID JUDWISSASSY sawod3no bululean

eLI9]}LID Juauwissasse pue sawodlno MC_.CLM.wu_




2T0Z paiwi] uolzeonpy uosiead @ ¢T10Z Adenuer — Z anss]
102 (40D) s901AI8S [9ARIL Ul BWO|dId DAN € PUB 7 [9AS7 [99X3p3 — UoREdynads - TH60£0N

a|es
ay3 01 buiea. syjuswalinbal |eba| pue mco_H_UC_OU
‘SwJa] JuRA3|aJ JBWOISND BY] 03 Ale3D 3qlDsa /'€
AloAnisod suoioalqo ,s1owo3isnd yim |eagd 9°¢
S}iJouaq pue sainjea) aJojdxa
pue ssnoasip Ajjnj 03 Ajlunjuoddo ayj SI2W03IsSNd BAID  G'€
JawWo03snd 2yl wody 3sa1ajul Jayny sajetausab yoiym
Aem e u] pue Aj@jedndoe ‘Ajues|d sjijauaq ayowold '€
Spaau J19y3 yojew eyl SadlAIasS pue sionpoud [aAed]
Jo Bulpuejisiapun J19y3 JSWO0ISNd 9y} YIM Wiyuo)  €°¢€

AlJBe3[2 Spaau Jiayl yojew ieyy SadIAISS pue S92IAIDS
sjonpoud |aAed) JO sadnjes) Jawoisnd ayy 0y uleldxg z'¢ pue sonpoud [anes
saijod |euonesiueblo Yym aul| Ul ae pue spasu JO SjIJouaq pue sainjes)
41243 Yydjew eyl S9DIAISS [9ARI] SISWO0ISND |BS T°€ ay3 ajowo.d 03 3|qe ag €
ales ay3

JO 9S0|D2 3Y3] 1B SIDIAIDS |euOl}Ippe pue sjuswadinbaJ
|eba| “S3S0D ‘SaDIAIDS |9ARI] UO UOIeW.IoUl

9ledndde pue Jed|d YiIM Jawoisnd a9yl apInodd  §°C
S9NSS| 0] sSUOIIN|OS pue

solanb 0] sasuodsad Jea|d YlIM SI2Wo0lIsnd Juasald 2
JaWwo3Isnd 9yl yym sjuswadinbal
|euonippe Aue wJiyuo) €' sjuswadinbad
|eba| pue sainpasold |euonesiueblao jJpaw

0} UOIleW.IOJUl JIDWO03SND 9403S pue ssadodd ‘pioday  2°¢

Spaau S,JawWo3snd ay) Spoau |9ABI]} ,SI2WO0ISND
yolew 3saq eyl S9DIAISS pue spnpodd [9ABIY 1BJJO T2 Ajiauspi 03 9|qe ag ré

CRITENETET] adAy
9jed | 0l1]0j310d | @OUdpIAT e119311D JUBWISSISSY sawod3no bujuiean




Z2T0Z pajwi uoneanpy uosiead @ 710z Alenuer — ¢ anss]
(400) sed1A48s oAk Ul ewoldid DAN € pue Z [9A97 [90Xxap3 — uonedypads - TH60E0N

44

sjuawadinbau |eb9| pue sainpasoud

|[euonjesiuebio ayjy syoaw 3jes ayj jeyy aunsuy 9’
uolIsIap

BbuiAng 419yl BUIMO||0) SISWO0ISND 24nssead AIDARISOd §'b
SJ12wo3isnd yum dn-mojjo4 Aue ui

sjuswadinbaJ |eb9| pue |euonesiuebio Yyym Aldwod '
S9DIAIRS pue synpodd

4O 1S0D [B10] BY3 JoW0ISND 3yl YIM wliyuo) €'y
Spaau S,4aWwo03snd 3yl yojew 1saq eyl

S9DIAJDS pue S1onpodd |9ARI) BIIXD ||9S pue AJauapl '
uoISSNJSIp ay3 ul

dwi} 9|geyins e je AnNQg 03 UOIQUAJUI ,SIDWOISND YIRS  T'H 9|es ayj aso|d 0] 9|ge ag %

a1eq

CLITEYETEY
oljojyiod

adAy
CRITETL IV E|

21193110 JUDWISSISSY

sawod3no bujuiean




2T0Z paiwi] uolzeonpy uosiead @ ¢T10Z Adenuer — Z anss]
€0z (40D) s901AI8S [9ARIL Ul BWO|dId DAN € PUB 7 [9AS7 [99X3p3 — UoREdynads - TH60£0N

SJ1awo3snd
JO Spaau ay3 ydjew 03 pauiquiod 3q ued SIDIAIDS

|euonippe pue [9AeJ] Jo abexoed ayl moy aqudsaq  6°S
pash 2q ued asayl moy pue

NoA 03 a|gejieAe saibojouyodal jo abued syl aqudsag 8'S

S9JIAJSS UO punoj 9q ued uoljewdojul aJaym AJ3uspr /'S
SJ1awo3snd s,uonesiuebio
InoA yjim aejndod ade yoiym suoijeunnssp

pue sjonpoJd Y] Jo sa4njea) ASY 3quIseg  9°'S
d|ge|ieAe SaDIAIDS pue

synpoud s,uonesiuebio ayj Jo sbued syl ajensn|I  §'s

SJ2WO03SN2 Y3IM SuoIssnasip bulinp
uoljejuasaldalsiw Jo saouanbasuod ayl aquUIsag 'S

Jlabuassed
pes| @yl JO sanljigisuodsal |enjoeJjuod 9yl aqudsag  £°S
SUOIIBN}IS SI|BS JUBIBLIP Ul SISW03ISND spasu
UM A|SAI3084)9 91BD2IUNWIWOD 03 MOY qlIdsag  Z°S [9ARI} ,SIDWO03ISND AJI3USPI
sanbjuyoa) Bulj|as asn 03 moy aqudse  T°'S 0} MOY pueisiapun S

CRITENETET] adAy
9jed | 0l1]0j310d | @OUdpIAT e119311D JUBWISSISSY sawod3no bujuiean




Z2T0Z pajwi uoneanpy uosiead @ 710z Alenuer — ¢ anss]
(400) sed1A48s oAk Ul ewoldid DAN € pue Z [9A97 [90Xxap3 — uonedypads - TH60E0N

¥0¢

(paydwes 1)

91

:24n3eubis JaljluaA |eulaju]

:91e(

:24njeubis 10Ssassy

.9le

:24n3jeubis Joulea

1918

.oueu Jaulean

sjuswadinbau

dduelnsul pue suonipuod bupjooq asUewwns g/
sJawo03isnd bulsiApe 40} sjuswadinbal ales
|eba| Aue pue |euonjesiuebuo asewwns 1/ 9y3 3S0|D 03 MOY Mou) VA
S9JIAJDS UO punoj 9Q Ued uollew.dojul alaym AJauspl 89
SJawo03snd yiym Jejndod ade yoiym suoljeuilsap
pue syonpoudd ay3l Jo salnieay AX 2quosag /9
d|ge|leAe SDIAIBS pue
syonpoud s,uoiesiuebio ayj jo abues ayy ajennsn|iI 9'9
uonesiuebio ayl Aq palaljo sa2IAIBS pue synpold
9y3 03 buirelad suoi3d1IISad D14109dS pue SuOoIIpUOd
bujooq 1o4diajul pue Ajjusapl 0 moy aqudseg  §°9
Bbui3sod pue uoiew.aojul apiAold 03 s9|geawil
pue saunydo.4q 324dJa3jul pue 3sn 03} Moy aqudsag  +'9
S9DIAIDS
[9AeJ] 404 BulAed Jo spoyjaw jualayip oyl adedwod  €°9
uonepowwodde Jo sadA] Juasayip ayy adedwod  Z°9 S3OIAIDS
suopjeunsap pue syonpoud _u>mb
Jo saunjea) pue Aydeiboab |9Aed] pue suolleuIsap JO SjIJouaq pue sainieal
Jdeindod JO suo13lpuod pue suoedo| ‘saweu AJuapl 19| 9yl ajowoid 03 MOy Mou 9

a1eq

CLITEYETEY
oljojyiod

adAy
CRITETL IV E|

21193110 JUDWISSISSY

sawod3no bujuiean




Unit 29:

Unit code:

Unit reference number:

QCF level:

Credit value:

Sell Multi-Sector Air Travel
TT27

K/601/6576

3

12

Guided learning hours: 93

Unit summary

This unit supports workforce development for those who sell multi-sector air
travel and associated add-on services to travellers.

The unit is designed for use primarily by agents in both leisure and business
travel and others who carry out these workplace activities. The aim of the
unit is to assess skills, knowledge and understanding to recognised National
Occupational Standards.

Evidence requirements

LEARNING Be able to identify customers’ air travel
OUTCOME requirements and options
What you must The assessor must assess assessment criteria 2.1-2.6
DO by directly observing the learner’s work.
LEARNING Be able to promote the features and benefits of
OUTCOME different air travel arrangements
What you must The assessor must assess assessment criteria 4.1-4.6
DO by directly observing the learner’s work.
LEARNING Be able to handle customers’ objections
OUTCOME
What you must The assessor must assess assessment criteria 6.1-6.4
DO by directly observing the learner’s work.
The assessor may assess assessment criterion 6.5
through questioning or witness testimony if no
naturally occurring evidence is available.
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What you must

There must be performance evidence, gathered

COVER through observing the learner’s work for:
— at least two from follow on action
a ask a colleague for assistance
b refer to a senior colleague
c apologise for the inability to progress
things further
Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
LEARNING Be able to close the sale
OUTCOME
What you must The assessor must assess assessment criteria 7.1-7.4
DO by directly observing the learner’s work.
What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:

- at least three from additional services
car hire

VIP lounges

car parking

airport transfers

accommodation

insurance

g other transport

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

- 0 Q0O T v

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.
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Unit 30:

Unit code:

Unit reference number:

QCF level:
Credit value:

Guided learning hours:

Unit summary

Sell Tailor-Made Travel Services
TT12

T/601/6578

3

10

75

This unit supports workforce development for those who sell tailor-made

travel services.

The unit is designed for use primarily by travel agents in both leisure and
business agencies and others who carry out these workplace activities. The
aim of the unit is to assess skills, knowledge and understanding to
recognised National Occupational Standards.

Evidence requirements

LEARNING Be able to investigate customers’ travel needs
OUTCOME
What you must The assessor must assess assessment criteria 2.1-2.4
DO by directly observing the learner’s work.
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What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— both from questioning techniques
a open questioning
b closed questioning
— at least two from options
routings
modes of transport
types of accommodation
costings
places of interest
local culture and customs
special interests
— At least one from records of customer
enquiries and needs
a to improve efficiency of service for
customer

b for analysis to build customer profiles

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

Q 0 Qa6 T 9

LEARNING
OUTCOME

Be able to deliver tailor-made travel

What you must
DO

The assessor must assess assessment criteria 3.1-3.6
by directly observing the learner’s work.

LEARNING
OUTCOME

Be able to settle the agreed transaction

What you must
DO

The assessor must assess assessment criteria 11.1-
11.4 by directly observing the learner’s work.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

- all from requirements
a organisational
b legal
c industry codes of practice

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
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Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.

Alternatively, centre documentation should be used to record this
information.
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Unit 31: Build and Maintain Customers’
Profiles

Unit code: TT26

Unit reference number: D/601/6610

QCF level: 3
Credit value: 3
Guided learning hours: 20

Unit summary

This unit supports workforce development for those who manage business
travel accounts for clients.

The unit is designed for use primarily by agents in business travel houses
and others who carry out these workplace activities. The aim of the unit is
to assess skills, knowledge and understanding to recognised National
Occupational Standards.

Evidence requirements

LEARNING Be able to obtain personal travel details
OUTCOME

What you must The assessor must assess assessment criteria 2.1-2.5
DO and 2.7 by directly observing the learner’s work.

The assessor may assess assessment criterion 2.6
through questioning, witness testimony or other
documentary evidence demonstrating competence.

N030941 - Specification — Edexcel Level 2 and 3 NVQ Diploma in Travel Services (QCF) 227
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What you must

There must be performance evidence, gathered

COVER through observing the learner’s work for:
— at least four from contact details
a name and title
b relevant address/es
c telephone numbers
d electronic communication details
e organisation department
— at least four from personal travel
preferences
a seating
b room type
c car hire
d airline
e departure airport
f smoking
g diet
h mobility requirements
i visual and hearing requirements
— at least four from travel document data
a passport number and expiry date
b nationality
c visa’'s held
d vaccination certificates held and expiry
dates
e restricted entry endorsements
f insurance details
Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
LEARNING Be able to compile and maintain personal travel
OUTCOME profiles
What you must The assessor may assess assessment criteria 3.1-3.8
DO through questioning, witness testimony or other

documentary evidence demonstrating competence.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.
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Unit 32:

Unit code:

Unit reference number:

QCF level:
Credit value:

Guided learning hours:

Unit summary

Contribute to Maintaining the
Quality of Travel and Tourism
Operations

TT38
L/601/6599
3

5

37

This unit supports workforce development for those who quality assure day-
to-day operations and systems including security procedures across the
travel and tourism industries, ie leisure and business travel agencies, tour
operations, visitor services and guiding.

The unit is designed for use primarily by managers and supervisors and
others who carry out these workplace activities. The aim of the unit is to
assess skills, knowledge and understanding to recognised National

Occupational Standards.

Evidence requirements

LEARNING Be able to help maintain the quality and security

OUTCOME of operations

What you must The assessor may assess assessment criteria 2.1-2.6

DO through questioning, witnhess testimony or other
documentary evidence demonstrating competence.
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What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:

- both from operations
a for the benefit of customers
b to meet the needs of the organisation
— at least three from security procedures
cash (and equivalents)
staff
customers
premises
equipment
f information

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

D QN T o

LEARNING Be able to help maintain the standard of
OUTCOME supplied goods and services

What you must The assessor may assess assessment criteria 3.1-3.4
DO through questioning, witness testimony or other

documentary evidence demonstrating competence.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 33:

Unit code:

Contribute to Supporting and
Developing Colleagues

TT22

Unit reference number: T/601/6600

QCF level: 3
Credit value: 6
Guided learning hours: 44

Unit summary

This unit supports workforce development for those who support and help
develop colleagues in any kind of travel or tourism activities.

The unit is designed for use primarily by supervisors, subject experts and
others who carry out these workplace activities. The aim of the unit is to
assess skills, knowledge and understanding to recognised National
Occupational Standards.

Evidence requirements

LEARNING
OUTCOME

Be able to arrange and carry out team briefings
to support and develop colleagues

What you must
DO

The assessor may assess assessment criteria 2.1-2.11
through questioning, witness testimony or other
documentary evidence demonstrating competence.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— at least three from team briefings
product updates
organisational updates
supplier promotions
competitors activities

e sharing customer feedback

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

QN T 9
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LEARNING Be able to support and train colleagues to
OUTCOME improve effectiveness and personal development
What you must The assessor may assess assessment criteria 4.1-4.8
DO through questioning, witness testimony or other

documentary evidence demonstrating competence.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— at least three from organisational and any
legal requirements

a performance management
b employment law

c diversity policy

d staff welfare requirements
e retention policy

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.

240 N030941 - Specification — Edexcel Level 2 and 3 NVQ Diploma in Travel Services (QCF)

Issue 2 - January 2012 © Pearson Education Limited 2012



2T0Z paiwi] uolzeonpy uosiead @ ¢T10Z Adenuer — Z anss]
b7 (40D) s901AI8S [9ARIL Ul BWO|dId DAN € PUB 7 [9AS7 [99X3p3 — UoREdynads - TH60£0N

sanbea||od 404 Joddns

1094k sjuswadinbaJ jeuonesiuebio moy uie|dx3 6'T
suoljetado s,uonesiuebio

33 03 uoijualad yeis jo souepodwi ayy uieldxy 8'T
sonbea||0o buidojanap
pue buijuoddns uaym me| JuswAojdwa N

pue |eoo| Yyaim bulAjldwod jo soueyodwi ayj uiejdxy  /°'T
SjuswaAalyoe ,sanbea|jod

buibpaimoupe jo soueyodwi ayj uieldxy  9'T
sbuialuqg syl pusiie jouued oym asoyl

UM passnosIp 9q ued Sanss! Yoiym ul sAem AJauapl  S°T
sbuiyoilg weay wod) Juasqge sanbea||od

yalm sanss| buissnosip jo aocuejiodwi ay3 uiejdx3 |
uonesiuebio ayz Jo dJom

ay3 03 ueyodwi aJde sbulyaliq weay Aym uiejdx3 €1
paJinbau paepuels
93 9A3Iyde ued Aay3 |nun payoddns aq 03 anuijuod

senbes||od auns bupjew jo souepodwl ayj uleldxg  ¢'T sanbea||oo buidojorap
op 03 aAey Aayj 3eym pueistapun pue buipuoddns jo
sonbes||0o auns bupjew jo aocueyodwi ay3y uiejdx3 T'T | so|dipuld ayl pueistapun T
CLIIENETEY] adA)
9je@ | O0l1]0j310d | @OUdpIAT eLI9}11d JUBWSSISSY sawod3no bujuiean

eLI9]}LID Juauwissasse pue sawodlno MC_Cmeu_




Z2T0Z pajwi uoneanpy uosiead @ 710z Alenuer — ¢ anss]
(400) sed1A48s oAk Ul ewoldid DAN € pue Z [9A97 [90Xxap3 — uonedypads - TH60E0N

e
sbuiyalg wea)
Bbuiso|o aJ10joq sbulpuejisiapunsiw Aue yyum |eaq T11°C
sbuiolig weay Jo Jualuod
33 pooisiapun aAey sanbes||od jeyl wiiyuo) QT1'e
Adessadau uaym sanbeas||od 03 Xoeqpasl 180 6°C
sbuysiiq
wea) 03 93nqiluod 03 sanbes|j0d abeinoduy  8'¢
sbuljolig weay Jo SaAIRD[qo Y3 ulejulew pue N4 /'
3|Npayds 03 sbulyaligq wesay JueAld|ad PNPUO) 9
sbualig wea] je sanbea||0d 03 uoiewIoUl
9jeJndoe ‘Ajldea|d pue Ajjuspijuod Juasald  §'¢
sbuyalug wea) 4o uonew.lojul Auessadau ||e aledald Ve
Al4ead sanbes||0d
03 sbuyalgq wea] Jo saAlalqo ayy uieldxy €' s9n6e3][0
sanbea||od J0J AjjusiusAuod sbulyariq wea) sbuenty z'¢ dojonsp pue poddns
S924N0S jueAd|a. 03 sbuysliq weal no Auied
woJy sbulyolig wesay 10j uoijewdojul 93edndde uieyqo 1°¢ pue sbuelle 03 9|ge 2¢g r4

a1eq

CLITEYETEY
oljojyiod

adAy
CRITETL IV E|

21193110 JUDWISSISSY

sawod3no bujuiean




ZT0Z palwi] uoneonp3 uosiead @ 10z Adenuer - g anss]

b7 (40D) sao1nuaS [9AeLL Ul ewOldIQ DAN € PUB 7 [9AST] [90X9P3T - UoNeduIads — T#60E0N

sjuswadinbau jeuonesiueblio pue
|e63] 03 WJI0juod 03 paau SySsel JO uoielisuowap
pue uaAlb suononaisul [|e Aym uiejdxy  9'¢
sbuijoiuiq weay Jo
saAI1303[qo ay3 buiaaiyoe Jo aouepodwi 9yjy 9qudsaq §°€
sbuijarig weay 03
91nql3uod 03 sanbea||j0d abeanodua 03 moy uie|dx3y  $°€
sbuijarig weay 03
91nqlu0d 03 sanbea||0d J04 doueodwi ayy uieldxy  €°¢
sbulolig weay Jo saARD3[qo 3yl Jo aleme
aJe sanbea||od bulnsua Jo aouepodwi ayj uieldxy '€

sonbea||0D 404 A]JUSIUDAUOD sbuijarig weay sapiaoad
sbuyalq wea) buibuedse jo soueyodwi ayy uieldxy  T°€ pue ue|d 03 Moy Mou} €

CRITENETET] adAy
9jed | 0l1]0j310d | @OUdpIAT e119311D JUBWISSISSY sawod3no bujuiean




Z2T0Z pajwi uoneanpy uosiead @ 710z Alenuer — ¢ anss]
(400) sed1A48s oAk Ul ewoldid DAN € pue Z [9A97 [90Xxap3 — uonedypads - TH60E0N

1444

sjuswadinbau

|eba| pue |euonyesiuebio Yyjim aul| ul ale

1eY3] SuOI1eIISUOWBP XSe] puke Suoi3dNJIISuUl SPIAOId
pa3294400 aJe sbuipuelsiapunsiw Aue pue
Su0I3R1OaAX3 MJOM ||e puerlsiapun sanbea|jod ainsug

Spa3au »J0M 193w 0]
uoIB_WIOUI JUSIDIJINS puUR JuRAd|aJ Sanbea||0d aAID
[9A9]

jenudouadde ue je abenbue| buisn suonjeue|dxa pue
SU0I30NI3SUl paJnlonJgls pue Jea|d sanbea||0d aAID

jualadwod

pue jJuapluod ade Asy3 |13un uoisiAIadns Japun
Syse} pajedisuowap ao130eld 03 sanbes|j0d Mo||Y
paJinbaJ s1 se uoos se sanbea||0d

03 9ouejsisse/yioddns ajgelins apiaodd pue Ajijuapi
pajeJisuowap Ajpualadwod pue Ajjuapijuod

9q ued yoiym seaue ul poddns sanbea||0d 1340
SSOUDAIIIBLID YlIM 1sISse 1o/pue aAolduwl

djay 031 wea] e ulylim paleys aq ued jey)y abpajmou
pue s||IMS ay3 Jo aieme sanbea||od [|e e

8V

LY

9'v

Sy

vy

€Y

vy

Ty

juswdojaAap |euostad
pue SS9UDAI}I9J49 aAoadwl
03 sanbeaj||od ulen

pue Joddns 03 9|ge ag %

a1eq

CLITEYEIEY
oljoj310d

adAy
CRITETL IV E|

21193110 JUDWISSISSY

sawod3no bujuiean




2T0Z paiwi] uolzeonpy uosiead @ ¢T10Z Adenuer — Z anss]
Shbz7 (40D) s901AI8S [9ARIL Ul BWO|dId DAN € PUB 7 [9AS7 [99X3p3 — UoREdynads - TH60£0N

(pajdwes yi)

:93eQ :24njeubis JaIUaA |euliu]
:91eQ :94njeubis Jossassy
191eq :aJ4njeubis Jaulea
:93eQ :awieu JauJdea

Moddns buipinoad jo 9jqeded
uonesiueblo ayjy ul UIYIIM S904N0SaJd AJIuspl  8°S

Yoeqpaa) 9AI30NJISU0D apiAnoid 03 Moy 2quIdsaq /'S
A|3094100 pue Ajluea|d syse)

2jedjsuowap pue sanbea||od 1onJjsul 03 moy uleldxg  9°g
1oddns

JO paau ul anbea||od e asiubodad 0] Moy 2qlIdsag  §°S

epuabe ue 03 JueAs|alll
Hulwooaq suolssnosip Jo saouanbasuod ayl aquUdsag 'S

epuabe ue
0] JuBA3|3J 3dd> 9Q Ued SUOISSNIOSIP MOy 3qLIsSag  €°G
9ouUapluod ,sanbes||od jJuswdojanap |euosiad
Bujuiwaspun Jo suonedjdwi ayy aquUdsag 'S pUE SSaUDAINDDYD JIdY)
paJinbau anoisdwi 03 sanbea||od
S| sanbea||0d 404 Joddns yoiym ul seade AJljuspi 1°S Hoddns 0] moy mou S

CRITENETET] adAy
9jed | 0l1]0j310d | @OUdpIAT e119311D JUBWISSISSY sawod3no bujuiean




246 N030941 - Specification — Edexcel Level 2 and 3 NVQ Diploma in Travel Services (QCF)
Issue 2 - January 2012 © Pearson Education Limited 2012



Unit 34: Monitor and Solve Customer
Service Problems

Unit reference number: 1/601/1515

QCF level: 3
Credit value: 6
Guided learning hours: 40

Unit summary

The learner’s job involves delivering and organising excellent customer
service. However good the service provided, some of their customers will
experience problems and the learner will spot and solve other problems
before their customers even know about them. This unit is about the part of
their job that involves solving immediate customer service problems. It is
also about changing systems to avoid repeated customer service problems.
Remember that some customers judge the quality of their customer service
by the way that the learner solves customer service problems. The learner
can impress customers and build customer loyalty by sorting out those
problems efficiently and effectively. Sometimes a customer service problem
presents an opportunity to impress a customer in a way that would not
have been possible if everything had gone smoothly.

Assessment requirements

The assessment and quality assurance requirement for this unit provides
evidence towards A and V units.

These evidence requirements were developed by the Institute of Customer
Service (ICS). Learners must produce evidence for each of the requirements
stated.

1 Learners’ evidence should be collected when carrying out a real job,
whether paid or voluntary, and when dealing with real customers,
whether internal or external to the organisation. Evidence collected in a
realistic working environment or a work placement is not permissible for
this unit. Simulation is not allowed for any performance evidence within
this unit.

2 Learners may collect the evidence for the unit through work in a private
sector organisation, a not-for-profit organisation or a public services
organisation.

3 Learners must provide evidence that shows they have done this over a

sufficient period of time with different customers on different occasions
for your assessor to be confident that you are competent.
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4 Learners’ evidence must include examples of problems which are:

a brought to your attention by customers

b are identified first by you and/or by a colleague.

The problems included in your evidence must include examples of a:

a difference between customer expectations and what is offered by
your organisation

b problem resulting from a system or procedure failure
c problem resulting from a shortage of resources or human error.

6 Learners must show that you have considered the options for solving
problems from the point of view of:

a your customer
b the potential benefits to your organisation
¢ the potential risks to your organisation.

7 Learners must provide evidence that you have made use of options
that:

a follow organisational procedures or guidelines
b make agreed and authorised exceptions to usual practice.

Ul

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 35:

Unit code:

Contribute to Business Travel
Account Management

TT25

Unit reference number: R/601/5776

QCF level: 3
Credit value: 6
Guided learning hours: 44

Unit summary

This unit supports workforce development for those who arrange travel for

business clients.

The unit is designed for use primarily by business travel agents and others
who carry out these workplace activities. The aim of the unit is to assess
skills, knowledge and understanding to recognised National Occupational

Standards.

Evidence requirements

LEARNING Be able to monitor clients’ business travel usage
OUTCOME
What you must The assessor may assess assessment criteria 2.1-2.3
DO through questioning, witness testimony or other
documentary evidence demonstrating competence.
LEARNING Be able to maintain travel-related information
OUTCOME
What you must The assessor must assess assessment criteria 3.1-3.3
DO by directly observing the learner’s work.
What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:
— at least four from sources
a supplier updates
b global distribution systems (GDS)
c trade press
d internet
e intranet
f organisations or consortia’s briefings
Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
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LEARNING Be able to assist customers to keep within travel
OUTCOME policies

What you must The assessor must assess assessment criteria 3.1-3.3
DO by directly observing the learner’s work.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 36:

Unit code:

Unit reference number:

QCF level:
Credit value:

Guided learning hours:

Unit summary

Organise and Implement Travel
and Tourism Promotional
Activities

TT42

T/601/5785

3

4

31

This unit supports workforce development for those who promote travel and
tourism for visitors, eg local heritage sites, industrial sites, walking tours,

bus tours.

The unit is designed for use primarily by travel agents, tour operators,
providers of visitor services and others who carry out these workplace
activities. The aim of the unit is to assess skills, knowledge and
understanding to recognised National Occupational Standards.

Evidence requirements

OUTCOME

LEARNING Be able to plan promotional activities

What you must The assessor may assess assessment criteria 2.1-2.7
DO through questioning, witness testimony or other
documentary evidence demonstrating competence.
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What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:

— at least three from resources
a time

b funding

c people

d materials

e location/space

— at least three from legal requirements

a health

b safety

C security

d confidentiality

— at least two from plans
a aims
b objectives
c activities
d resources
e success criteria
f costing
g roles and responsibilities
h methods of evaluation

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

LEARNING Be able to implement promotional activities

OUTCOME

What you must The assessor may assess assessment criteria 3.1-3.4

DO through questioning, withess testimony or other
documentary evidence demonstrating competence.

What you must There must be performance evidence, gathered

COVER through observing the learner’s work for:

- both from promotional resources
a display materials
b information materials

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

LEARNING Be able to evaluate and revise promotional
OUTCOME activities

What you must The assessor may assess assessment criteria 4.1-4.4
DO through questioning, witness testimony or other

documentary evidence demonstrating competence.
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Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.

Alternatively, centre documentation should be used to record this
information.
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Unit 37:

Unit code:

Generate Increased Travel and
Tourism Sales

TT46

Unit reference number: T/601/6533

QCF level: 3
Credit value: 5
Guided learning hours: 46

Unit summary

This unit supports workforce development for those who undertake sales
drives to increase sales in travel and tourism.

The unit is designed for use primarily by leisure and business travel agents
and others who carry out these workplace activities. The aim of the unit is
to assess skills, knowledge and understanding to recognised National
Occupational Standards.

Evidence requirements

LEARNING Be able to source contacts to increase potential
OUTCOME sales
What you must The assessor may assess assessment criteria 2.1-2.3
DO through questioning, witnhess testimony or other
documentary evidence demonstrating competence.
What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:
— at least two from sales leads
a recent customer enquiries not
converted to sales
b recently returned travellers
c repeat customers
d colleague suggestions
— at least one from products and services
a core products
b additional products and services
- at least one from methods
a telephone
b post
c email
Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
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LEARNING Be able to promote travel and tourism products
OUTCOME and services

What you must The assessor may assess assessment criteria 3.1-3.6
DO through questioning, witness testimony or other
documentary evidence demonstrating competence.
What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:
— at least two from details of customer
contact

a customer information
b further action

c sales

d referrals

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

LEARNING Be able to evaluate success in increasing sales
OUTCOME

What you must The assessor may assess assessment criteria 3.1-3.6
DO through questioning, witness testimony or other

documentary evidence demonstrating competence.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 38: Monitor Business Performance
Unit code: TT50
Unit reference number: 1/601/6536

QCF level: 3
Credit value: 4
Guided learning hours: 33

Unit summary

This unit supports workforce development for those who monitor business
performance.

The unit is designed for use primarily by managers and supervisors in
leisure and business travel agencies, tour operator field staff and others
who carry out these workplace activities. The aim of the unit is to assess
skills, knowledge and understanding to recognised National Occupational
Standards.

Evidence requirements

LEARNING Be able to monitor and improve business
OUTCOME performance

What you must The assessor may assess assessment criteria 2.1-2.5
DO through questioning, witnhess testimony or other

documentary evidence demonstrating competence.

What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:

— at least one from targets and performance
indicators

a sales
b costs
C service provision

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 39: Analyse, Evaluate and Present
Tourism Data

Unit code: TT16
Unit reference number: D/601/6574

QCF level: 3
Credit value: 4
Guided learning hours: 28

Unit summary

This unit supports workforce development for those who are engaged in
tourism data analysis for colleagues and managers, eg tour operators,
tourism organisations and tourist information service providers and others
who carry out these workplace activities. The aim of the unit is to assess
skills, knowledge and understanding to recognised National Occupational
Standards.

Evidence requirements

LEARNING Be able to analyse and evaluate tourism data
OUTCOME

What you must The assessor must assess assessment criteria 2.1 and
DO 2.2 by directly observing the learner’s work.

The assessor may assess assessment criteria 2.3-2.5
through questioning, witness testimony or other
documentary evidence or other documentary evidence
demonstrating competence.

LEARNING Be able to present the results of tourism data
OUTCOME analysis
What you must The assessor may assess assessment criteria 4.1-4.6
DO through questioning, witness testimony or
documentary evidence demonstrating competence
What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:
— at least one from reports
a written
b oral

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
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Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.

Alternatively, centre documentation should be used to record this
information.
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Unit 40:

Monitor Procedures to Safely
Control Work Operations

Unit reference number: F/601/9354

QCF level: 3
Credit value: 5
Guided learning hours: 35

Unit summary

This unit is about making sure that statutory and workplace instructions are
being carried out. It describes the competences required to make sure that:

a) health and safety procedures are being followed within work areas
b) appropriate action is undertaken to control workplace hazards.

Evidence requirements

Pro Skills Assessment Strategy applies to this unit.

Evidence requirements

LEARNING
OUTCOME

Be able to check that health and safety
instructions are followed

The learner will research current health and safety
regulations and workplace instructions, within the
limits of their job role.

Devise or adapt existing procedure and documentation
to determine areas for monitoring, records to be kept
and arrangements for reporting findings.

Learners may prepare a written plan, discussed it with
the responsible people, made changes identified and
subsequently conducted the monitoring.

Evidence may be by learner produced documentation
or adapted from that imposed by the organisation.
Need to demonstrate they can effectively
communicate with people of all levels in the
organisation.

Obtain feedback to confirm instructions are
communicated and feedback received, and deal with
any breaches of health and safety instructions.
Recommend changes to the responsible person that
effectively ensures compliance with legislation and
instructions.
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LEARNING
OUTCOME

Be able to recommend changes to health and
safety workplace instructions

Learner will be aware of the relevant sections in the
health and safety at work act that specify action to be
taken against breaches.

LEARNING
OUTCOME

Be able to make sure that hazards and risks are
controlled safely and effectively

Record and report any differences that may exist
between workplace legal requirements and workplace
instructions to the responsible person and recommend
action to rectify.

Report any differences that may exist between
workplace legal requirements and workplace
instructions to the responsible person for
consideration.

Following the monitor make records. Compile a report
to be presented to responsible person. When actions
are complete make arrangements for secure retention
of findings to inform future monitoring activity.

Reports to be made to the responsible person
recommending remedial action.

LEARNING
OUTCOME

Know how to monitor procedures to safely
control work operations

Ensure they know the employers’ and employees’
legal responsibilities for health and safety and their
own as defined in their job role. Recognise the limits
in the scope of their job recognising their own level of
competence and which areas of the workplace they
are responsible for.

Know the particular hazards in the workplace and
working practices, the subsequent risks and control
strategy, and why everyone should be alert to the
presence of hazards in the workplace.

The learner needs to be able to explain that to
monitor procedures in the workplace they have
researched what needs to be checked, legal
requirements and workplace instructions applicable
and job roles. They should know what risk
assessments have been carried out, the findings
resulting and if they are being followed. They will
compile a report with recommendations and report to
the person responsible for the workplace and follow up
to ensure that action has been taken and relevant
information communicated as appropriate.
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Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.

Alternatively, centre documentation should be used to record this
information.
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Unit 41:

Unit code:

Unit reference number:

QCF level:
Credit value:

Guided learning hours:

Unit summary

Deal with Travel and Tourism
Problems and Emergencies

TT37
M/601/6496
3

3

24

This unit supports workforce development for those who are responsible for
helping customers, eg resort representatives and managers on site and
those in a relevant role at tour operator’s head office.

The unit is designed for use primarily by tour operator staff and others who
carry out these workplace activities. The aim of the unit is to assess skills,
knowledge and understanding to recognised National Occupational

Standards.

Evidence requirements

LEARNING Be able to respond to problems and emergency

OUTCOME situations

What you must The assessor may assess assessment criteria 2.1-2.10

DO through questioning, witness testimony or other
documentary evidence demonstrating competence.
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What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:

— at least two from emergency situation
accident

fire

natural disaster

death

epidemics

serious individual iliness and or
condition

customer arrest
violence
i lost people
— at least two from problem
a accommodation
b lost travel documents
¢ non-availability of transport
d customers’ property

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

- 0 Q0O T 9

I Q

LEARNING Be able to co-ordinate post emergency situations
OUTCOME
What you must The assessor may assess assessment criteria 4.1-4.7
DO through questioning, witness testimony or other
documentary evidence demonstrating competence.
What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:
— at least three from sources of assistance
a insurers
b suppliers
c colleagues
d fellow tour operators

e assistance companies or services

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 42:

Unit code:

Research and Develop Tour
Itineraries

TT39

Unit reference number: R/601/6510

QCF level: 3
Credit value: 8
Guided learning hours: 72

Unit summary

This unit supports workforce development for those who develop tour
itineraries for visitors, eg local heritage sites, industrial sites, walking tours,

bus tours.

The unit is designed for use primarily by tour designers, tour leaders and
others who carry out these workplace activities. The aim of the unit is to
assess skills, knowledge and understanding to recognised National
Occupational Standards.

Evidence requirements

LEARNING Be able to research market opportunities for
OUTCOME tours

What you must The assessor may assess assessment criteria 2.1-2.6
DO through questioning, witness testimony or other

documentary evidence demonstrating competence.

What you must
COVER

There must be performance evidence, gathered
through observing the learner’s work for:

— at least one from market research
techniques

a desk research
b field-based research

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
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LEARNING Be able to research and develop tour outlines
OUTCOME

What you must The assessor may assess assessment criteria 4.1-4.9
DO through questioning, witness testimony or other

documentary evidence demonstrating competence.

What you must

There must be performance evidence, gathered

COVER through observing the learner’s work for:
- at least one from target customer group
a older people
b mixed age
c special interest
— at least three from tour outline
a geographical area
b subject
c theme
d distance
e timescale
f proposed start and finish points
g places of interest
h transport
Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
LEARNING Be able to develop detailed tour itineraries
OUTCOME
What you must The assessor may assess assessment criteria 5.1-5.4
DO through questioning, witnhess testimony or other

documentary evidence demonstrating competence.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.
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Unit 43: Plan and Deliver On-Site
Entertainment

Unit code: TT40
Unit reference number: K/601/6609

QCF level: 3
Credit value: 5
Guided learning hours: 42

Unit summary

This unit supports workforce development for those who provide small-scale

on-site entertainment for visitors, eg in resorts, in clubs, in theatres.

The unit is designed for use primarily by tour operations field staff and
others who carry out these workplace activities. The aim of the unit is to
assess skills, knowledge and understanding to recognised National
Occupational Standards.

Evidence requirements

LEARNING Be able to plan entertainment
OUTCOME

DO through questioning, witnhess testimony or other
documentary evidence demonstrating competence.

What you must The assessor may assess assessment criteria 2.1-2.9
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What you must There must be performance evidence, gathered
COVER through observing the candidate’s work for:

- both from needs and expectations
a the intended audience
b the organisation
— at least two from venue requirements
a location and access
b type of venue
c venue facilities
d capacity of venue
e customer facilities
f health and safety
g cost
- at least two from resources

a equipment and material
b people
c publicity materials and channels

— at least two from success criteria
attendance figures

timing

effectiveness of content and delivery
suitability of venue

e level of customer satisfaction

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

Q0 T 9

LEARNING Be able to deliver and evaluate entertainment
OUTCOME

What you must The assessor should assess assessment criteria 4.1-
DO 4.8 by directly observing the candidate’s work.

The assessor may assess assessment criterion 4.9
through witness testimony, or other documentary
evidence demonstrating competence.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 44:

Unit code:

Manage Accommodation and
Transfers

TT51

Unit reference number: L/601/5789

QCF level: 3
Credit value: 3
Guided learning hours: 25

Unit summary

This unit supports workforce development for those who quality assure
accommodation, eg hotels and apartments and manage guest transfers, eg
arrival point to accommodation.

The unit is designed for use primarily by resort managers and supervisors
and others who carry out these workplace activities. The aim of the unit is
to assess skills, knowledge and understanding to recognised National
Occupational Standards.

Evidence requirements

The assessor may assess support assessment of
criterion not observed through questioning, witness
testimony or other documentary evidence
demonstrating competence.

LEARNING Be able to manage transfers of customers from
OUTCOME and to arrival and departure points

What you must The assessor should assess assessment criteria 2.1 -
DO 2.10 by directly observing the learner’s work.
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What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:

— at least three from customers
adults
children
elderly
individuals
families
groups
- at least one from customer emergencies
a medical
b repatriation
— at least one from customer problems
a lost luggage
b lost passport
c lost tickets
— at least one from customer requirements
a mobility
b access
— at least one from travel terminal
a air
b sea
¢ coach

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

- 0 Q0O T 9

LEARNING Be able to ensure that standards of customer
OUTCOME accommodation are maintained

What you must The assessor may assess assessment criteria 3.1-3.6
DO through questioning, witnhess testimony or other

documentary evidence demonstrating competence.

What you must There must be performance evidence, gathered
COVER through observing the learner’s work for:

— at least one from accommodation
a hotel
b self-catering

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.
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Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.

Alternatively, centre documentation should be used to record this
information.
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Unit 45:

Unit code:

Manage Delivery of a Tour
TT41

Unit reference number: T/601/6516

QCF level: 3
Credit value: 4
Guided learning hours: 35

Unit summary

This unit supports workforce development for those who manage the
delivery of tours for visitors, eg bus tours.

The unit is designed for use primarily by tour managers (rather than tour
guides) and others who carry out these workplace activities. The aim of the
unit is to assess skills, knowledge and understanding to recognised National
Occupational Standards.

Evidence requirements

LEARNING Be able to ensure the delivery of tour itineraries
OUTCOME

What you must The assessor must assess assessment criteria 2.1-2.6
DO by directly observing the candidate’s work.

What you must There must be performance evidence, gathered
COVER through observing the candidate’s work for:

— at least three from programme
route

breaks

visits

timings

accommodation
refreshments

— at least three from information
tour programme

local practical

local customs

local environment

basic local history

f basic local socio-economic

Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

- 0 Q0O T 9
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LEARNING

Be able to care for customers on a tour

OUTCOME
What you must | The assessor must assess assessment criteria 3.1-3.8
DO by directly observing the candidate’s work.

The assessor may assess assessment criterion 3.9
through questioning, witness testimony or other
documentary evidence demonstrating competence.

What you must
COVER

There must be performance evidence, gathered
through observing the candidate’s work for:

— at least one from local expectations
a cultural
b social
¢ environmental
— at least two from problems
a vehicle difficulties
b minor accidents
c illness
d customers fail to follow the leaders
instructions
e customers conflict with one another
f customer safety or security is
compromised
Evidence for the remaining points under ‘what you
must cover’ may be assessed through questioning or
witness testimony.

LEARNING . .

OUTCOME Be able to carry out tour administration

What you must | The assessor may assess assessment criteria 4.1-4.5
DO through questioning, witnhess testimony or other

documentary evidence demonstrating competence.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.
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Further information

Our customer service numbers are:

BTEC and NVQ 0844 576 0026
GCSE 0844 576 0027
GCE 0844 576 0025
The Diploma 0844 576 0028

DiDA and other qualifications 0844 576 0031
Calls may be recorded for training purposes.

Useful publications

Related information and publications include:

e Centre Handbook for Edexcel QCF NVQs and Competence-based
Qualifications published annually

e Functional skills publications - specifications, tutor support materials and
question papers

e Regulatory Arrangements for the Qualification and Credit Framework
(published by Ofqual, August 2008)

o the current Edexcel publications catalogue and update catalogue.

Edexcel publications concerning the Quality Assurance System and the
internal and standards verification of vocationally related programmes can
be found on the Edexcel website.

NB: Some of our publications are priced. There is also a charge for postage
and packing. Please check the cost when you order.

How to obtain National Occupational Standards

To find out how to obtain the National Occupational Standards, please go to
www.ukstandards.org.uk
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Professional development and training

Edexcel supports UK and international customers with training related to
NVQ and BTEC qualifications. This support is available through a choice of
training options offered in our published training directory or through
customised training at your centre.

The support we offer focuses on a range of issues including:

e planning for the delivery of a new programme

e planning for assessment and grading

e developing effective assignments

e building your team and teamwork skills

o developing student-centred learning and teaching approaches
e building functional skills into your programme

e building effective and efficient quality assurance systems.

The national programme of training we offer can be viewed on our website
(www.edexcel.com/training). You can request customised training through
the website or by contacting one of our advisers in the Training from
Edexcel team via Customer Services to discuss your training needs.

The training we provide:

e is active

e is designed to be supportive and thought provoking
e builds on best practice

e may be suitable for those seeking evidence for their continuing
professional development.
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Annexe B: Quality assurance

Key principles of quality assurance

e A centre delivering Edexcel qualifications must be an Edexcel-recognised
centre and must have approval for qualifications that it is offering.

e The centre agrees, as part of gaining recognition, to abide by specific
terms and conditions relating to the effective delivery and quality
assurance of assessment. The centre must abide by these conditions
throughout the period of delivery.

o Edexcel makes available to approved centres a range of materials and
opportunities to exemplify the processes required for effective
assessment and provide examples of effective standards. Approved
centres must use the guidance on assessment to ensure that staff who
are delivering Edexcel qualifications are applying consistent standards.

e An approved centre must follow agreed protocols for: standardisation of
assessors; planning, monitoring and recording of assessment processes;
internal verification and recording of internal verification processes; and
dealing with special circumstances, appeals and malpractice.

Quality assurance processes

The approach to quality assured assessment is made through a partnership
between a recognised centre and Edexcel. Edexcel is committed to ensuring
that it follows best practice and employs appropriate technology to support
quality assurance processes where practicable. The specific arrangements
for working with centres will vary. Edexcel seeks to ensure that the quality-
assurance processes it uses do not inflict undue bureaucratic processes on
centres, and works to support them in providing robust quality-assurance
processes.

The learning outcomes and assessment criteria in each unit within this
specification set out the standard to be achieved by each learner in order to
gain each qualification. Edexcel operates a quality-assurance process,
designed to ensure that these standards are maintained by all assessors
and verifiers.

For the purposes of quality assurance, all individual qualifications and units
are considered as a whole. Centres offering these qualifications must be
committed to ensuring the quality of the units and qualifications they offer,
through effective standardisation of assessors and internal verification of
assessor decisions. Centre quality assurance and assessment processes are
monitored by Edexcel.
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The Edexcel quality-assurance processes will involve:

gaining centre recognition and qualification approval if a centre is not
currently approved to offer Edexcel qualifications

annual visits to centres by Edexcel for quality review and development of
overarching processes and quality standards. Quality review and
development visits will be conducted by an Edexcel quality development
reviewer

annual visits by occupationally competent and qualified Edexcel
Standards Verifiers for sampling of internal verification and assessor
decisions for the occupational sector

the provision of support, advice and guidance towards the achievement
of National Occupational Standards.

Centres are required to declare their commitment to ensuring quality and
appropriate opportunities for learners that lead to valid and accurate
assessment outcomes. In addition, centres will commit to undertaking
defined training and online standardisation activities.
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Annexe C: Centre certification and registration

Edexcel Standards Verifiers will provide support, advice and guidance to
centres to achieve Direct Claims Status (DCS). Edexcel will maintain the
integrity of Edexcel QCF NVQs through ensuring that the awarding of these
qualifications is secure. Where there are quality issues identified in the
delivery of programmes, Edexcel will exercise the right to:

o direct centres to take action
e limit or suspend certification
e suspend registration.

The approach of Edexcel in such circumstances is to work with the centre to
overcome the problems identified. If additional training is required, Edexcel
will aim to secure the appropriate expertise to provide this.

What are the access arrangements and special considerations for the
qualifications in this specification?

Centres are required to recruit learners to Edexcel qualifications with
integrity.

Appropriate steps should be taken to assess each applicant’s potential and a
professional judgement should be made about their ability to successfully
complete the programme of study and achieve the qualification. This
assessment will need to take account of the support available to the learner
within the centre during their programme of study and any specific support
that might be necessary to allow the learner to access the assessment for
the qualification. Centres should consult Edexcel’s policy on learners with
particular requirements.

Edexcel’s policy on access arrangements and special considerations for
Edexcel qualifications aims to enhance access to the qualifications for
learners with disabilities and other difficulties (as defined by the 1995
Disability Discrimination Act and the amendments to the Act) without
compromising the assessment of skills, knowledge, understanding or
competence. Please refer to Access Arrangements and Special
Considerations for BTEC and Edexcel NVQ Qualifications for further details.
www.edexcel.com.
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Annexe D: Assessment Strategy

Hospitality, Leisure, Travel and Tourism Sector Assessment Strategy
for competence based units of assessment and qualifications (in
England, Wales and Northern Ireland) and Scottish Vocational
Qualifications (SVQs)

1 Introduction

The sector assessment strategy applies to all competence based units
and qualifications that sit within the industries represented by People
1st. Competence based units and qualifications are those that are
accredited to the Qualifications and Credit Framework, for England,
Wales and Northern Ireland, which include National Vocational
Qualifications (NVQs). In Scotland it applies to all sector Scottish
Vocational Qualifications (SVQs). The sector assessment strategy comes
into force on the 1st August 2009 and will apply to any new competence
based units and qualifications. It will also replace other assessment
strategies, currently used for existing NVQs and SVQs, as and when they
are updated and re-accredited. See www.peoplelst.co.uk for a list of all
competence based units and qualification that are covered by the sector
assessment strategy.

There are four components to the sector assessment strategy which set
out requirements and guidance relating to:

o external quality control

e assessment principles

e occupational expertise of assessors and verifiers
e continuous professional development

The purpose of the sector assessment strategy is for People 1st and
awarding organisations/bodies to work in partnership to:

¢ maximise the quality assurance arrangements for the sector’s
competence based units and qualifications and maintain
standardisation across assessment practice

e assure employers and candidates that the sector’'s competence based
units and qualification are consistently assessed to the National
Occupational Standards, and

e promote continuous professional development amongst assessors and
verifiers.

The content of the assessment strategy has been reviewed in close
consultation with employers, awarding organisations/bodies, training
providers and other sector stakeholders. While many of these
stakeholders have an interest in the assessment strategy, its primary
audience are awarding organisations/bodies that offer competence based
units and qualifications in the hospitality, leisure, travel and tourism
industries. Prospective or approved centres should not need to work
directly with this document as its requirements will be incorporated
within the procedures of their chosen awarding organisation/body.
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The strategy should be used alongside the assessment and quality
assurance guidance published by the regulatory authorities. Further
information about competence based units and qualifications can be
found at www.peoplelst.co.uk. Feedback or comments on the sector
assessment strategy can be emailed to qualifications@peoplelst.co.uk.

2 External Quality Control
2.1 Risk Assessment and Management of Centres

External quality control is achieved through rigorous monitoring
and standardisation of assessment decisions. Awarding
organisations/bodies achieve this by operating their existing
systems for quality monitoring, risk assessment and management
of their approved centres, following guidance issued by the
regulatory authorities.

As part of this process People 1st requires awarding
organisations/bodies to:

e ensure that external verification, monitoring and support
provided to centres takes into account their level of risk. For
example new assessment centres, and those that are
experiencing difficulty in meeting the assessment
requirements, should be given additional support by their
awarding organisation/body

e supply People 1st with standardised information on their
statistical monitoring, including registration and certification
figures, on a quarterly basis. This data will remain confidential
and no individual awarding organisation’s/body’s data will be
published

e report annually on the outcomes of, and any issues arising
from, external verification and quality control arrangements

e highlight specific issues relating to the assessment of the
sector’s competence based units and qualifications that require
immediate attention, as and when they arise

e contribute to the awarding organisations’/bodies’ forums to
review and discuss matters relating to the assessment of the
sector’s competence based units and qualifications. The forum
will meet at least biannually, or during key stages of projects
and reviews

e resolve issues relating to the assessment and verification of the
sector’'s competence based units and qualifications with the
action(s), and in the timeframe, agreed.

3 Assessment

People 1st advocate the integration of National Occupational Standards
within employers’ organisations in order to achieve a national level of
competence across the sector’s labour market.

As such, assessment of the sector’'s competence based units and
qualifications will, ideally, take place within the workplace and
assessment should, where possible, be conducted by the candidate’s
supervisors and/or line managers. People 1st recognise, however, that it
is not always feasible for candidates to be assessed in the workplace and
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as such it permits the use of assessment within Realistic Working
Environments (RWE). Additionally, where sector employers do not have
the infrastructure to manage assessment independently, it values the
role of peripatetic assessors to support the assessment process.

Within these parameters, People 1st expects that:

o the majority of assessment of the sector’s competence based units
and qualifications will be based on performance evidence, ie direct
observation, outputs of work and witness testimony within the
workplace or an RWE approved by an awarding organisation/body,
(see section 3.4).

o opportunities to ascertain candidate’s accreditation of prior learning is
maximised by early contact between the assessor and candidate and
during initial assessment/induction period.

Please note: External tests do not form part of People 1st's
assessment strategy, other than linkage to IATA approved tests in
Unit TT27, Sell Multi-Sector Air Travel, part of the Travel S/NVQ
(where it may be a specific requirement and therefore applicable in
that instance).

3.1 Witness Testimony

People 1st recognise the use of witness testimony and expert
withess testimony as appropriate methods for assessors to collect
evidence on candidates’ performance.

Witness testimonies can be obtained from people that are
occupationally competent and whom may be familiar with the
National Occupational Standards, such as the candidate’s line
manager.

They may also be obtained from people who are not
occupationally competent, and do not have a knowledge of the
National Occupational Standards, such as other people within the
candidate’s workplace, customers and suppliers. The assessor
must judge the validity of the witness testimony and these may
vary depending on the source. Witness testimonies can only
support the assessment process and may remove or reduce the
need to collect supplementary evidence, however, the awarding
organisation’s/body’s minimum observations requirements must
be met.

Expert withesses may be used where additional support relating to
the assessment of technical competence is required. Expert
witnesses may be:

e other approved assessors that are recognised to assess the
relevant National Occupational Standards, or

¢ line managers, other managers or experienced colleagues that
are not approved assessors, but whom the awarding
organisation/body agrees has current occupational
competence, knowledge and expertise to make a judgement on
a candidate’s competence.
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3.2

3.3

Expert withesses must be able to demonstrate through relevant
qualifications, practical experience and knowledge that they are
qualified to provide an expert opinion on a candidate’s
performance in relation to the unit being assessed. People 1st
believe that it is unlikely for an expert witness to be fully expert
within any of the sector’s occupational areas in less than twelve
months to two years.

The final judgement on the validity of the expert witness
testimony rests with the assessor and such testimonies may only
be used in line with awarding organisation’s/body’s requirements.

Professional Discussion

Professional discussion is encouraged as a supplementary form of
evidence to confirm a candidate’s competence. Such discussions
should not be based on a prescribed list of questions but be a
structured discussion which enables the assessor to gather
relevant evidence to ensure the candidate has a firm
understanding of the standard being assessed.

Simulation

Simulation can only be used to assess candidates for the sector’s
competence based units and qualifications where the opportunity
to assess naturally occurring evidence is unlikely or not possible,
for example assessment relating to health and safety, fire and
emergency procedures. It should not include routine activities that
must be covered by performance evidence.

There are no People 1st units that can be solely achieved by
simulation. In the case of imported units, where simulation is
acceptable in the evidence requirements, it should only be used
when performance evidence is unlikely to be generated through
normal working practices.

See Annex A for competence based units which permit the use of
simulation.

Awarding organisations/bodies must issue adequate guidance

which informs centres how simulation should be planned and

organised, ensuring that demands on candidates are neither more

nor less than they would encounter in a real work situation. In

particular:

e a centre’s overall strategy for simulation must be examined
and approved by the external verifier

o all simulations must be planned, developed and documented by
the centre in a way that ensures the simulation correctly
reflects what the unit seeks to assess

e ideally, there should be a range of simulations to cover the
same aspect of the standard

o the physical environment for the simulation, and the nature of
the contingency, must be realistic

o candidates should carry out the simulation in a professional
manner

o the candidate should be given no indication as to what the
simulation will present.
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3.4

Realistic Working Environment

Assessment of the sector’s competence based units and
qualifications should ideally be carried out within the workplace,
however, where this is not possible candidates can be assessed
within an approved Realistic Working Environment (RWE) that
replicates a real work setting. The criteria for RWE currently
operated in the sector can be found at Annex B.

Occupational expertise of assessors and verifiers

The requirements relating to the occupational expertise of assessors and
verifiers is set out in Annex C. Guidance on additional qualifications
and/or training relevant to assessors and verifiers can be found in Annex

D.
4.1

Using employers' in-house training programmes to assess
competence based units and qualifications (please note this
section is not applicable for centres which are either colleges or
training providers)

a People 1st recognises that employers within the Sector provide
robust in-house training, development and assessment
programmes which meet the standards for Assessors and
Verifiers.

Where an employer maps its in-house training, development
and assessment programme to the Assessor and Verifier
standards and has this approved by their awarding
organisation/body, People 1st fully supports the removal of the
need to achieve the Assessor and Verifier Units. The individual
assessing and verifying the qualifications must still meet the
other mandatory requirements for occupational competence as
specified in Annex C.

b It should also be noted that People 1st encourages employers
and awarding organisations/bodies to examine in-house
employer training, development and assessment programmes
to see whether these provide robust evidence against the
relevant competence based units and/or qualifications
(England, Wales and Northern Ireland) or the SVQs (Scotland).
Where a direct mapping of the in-house training, development
and assessment programme can be made to the:

¢ relevant Units (based on the National Occupational Standards),
and assessment meets the requirements of the assessment
strategy and awarding organisation/body evidence
requirement, then awarding organisations/bodies should
recognise this training for the purposes of achievement of the
specified qualification or Unit.

In both instances specified in (a) and (b) above the awarding
organisation/body will be required to ensure that a copy of the
mapping is available to the Qualification Regulators.

5 Continuous Professional Development

To maintain high standards of quality and standardisation within
assessment, and achieve best practice People 1st require all external
verifiers, internal verifiers and assessors to maintain a record of their
continuous professional development - see guidance at Annex E.
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Annex A

Competence based units in Hospitality, Leisure, Travel and Tourism
that permits simulation

Unit Number, Unit Title and Competence based qualifications that the
unit is used in

1GEN1 Maintain a safe, hygienic and secure working environment
Level 1 & 2 NVQ/SVQ Hospitality and Catering

HSL4 Maintain the health, hygiene, safety and security of the
working environment

Level 3 Diploma in Hospitality Supervision and Leadership Skills
(NVQ) and Level 3 SVQ in Hospitality Supervision and Leadership

GS3009 Maintain the health, hygiene, safety and security of the
working environment (adapted from HS4)

Level 3 NVQ Gambling Operations

People 1st have a special dispensation for the imported Customer Service
units listed below to be assessed in a Realistic Working Environment (RWE)
conforming to People 1st's criteria specified in Annex B of this Assessment
Strategy. This would only apply to these Units when delivered as part of the
L3 Diploma in Hospitality Supervision and Leadership (NVQ) and L3
Hospitality Supervision and Leadership SVQ.

ICS Unit 26 Improve the customer relationship

Level 3 Diploma in Hospitality Supervision and Leadership Skills(NVQ) and
Level 3 SVQ in Hospitality Supervision and Leadership

ICS Unit 32 Monitor and solve customer service problems

Level 3 Diploma in Hospitality Supervision and Leadership Skills (NVQ) and
Level 3 SVQ in Hospitality Supervision and Leadership

ICS Unit 42 Lead a team to improve customer service

Level 3 Diploma in Hospitality Supervision and Leadership Skills (NVQ) and
Level 3 SVQ in Hospitality Supervision and Leadership

People 1st does not permit the use of simulation, other than as listed
below:

The overarching principle to be applied to units identified as suitable for
simulation is that it should only be undertaken in a minority of cases where

e there is a high risk to the security or safety of the candidate, individuals,
key people in their lives and others
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o the opportunity to present evidence from work-based practice happens
infrequently and therefore insisting that candidates wait for such an
occurrence would be unreasonable or create blockages in the
assessment system and might carry the risk of de-motivating candidates

o there would otherwise be a breach of confidentiality or privacy.

The following two units are the only accepted Realistic Working
Environments, and no other Realistic Working Environments will be
accepted.

TTO09 Assist with travel and tourism problems and emergencies
Level 2 NVQ/SVQ in Travel Services and Level 2 NVQ/SVQ in Tourism
Services

TT37 Deal with travel and tourism problems and emergencies
Level 3 NVQ/SVQ in Travel Services and Level 3 NVQ/SVQ in Tourism
Services
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Annex B Criteria for Realistic Working Environments

It is essential for organisations operating a Realistic Working Environment
(RWE) to ensure it reflects current and real work settings. By doing so,
sector employers can be confident that competence achieved in an RWE will
be continued into employment. RWEs can offer many opportunities to
employers and individuals that have limited access to assessment.

The number of hours candidates work and their input is not prescribed, as it
is acknowledged that RWEs cannot operate without some flexibility.
However, centres must provide evidence that the following criteria are being
met as well as fulfilling the awarding organisation’s/body’s criteria for this
purpose. E.V.s are expected to ensure RWEs meet the criteria set out below
on at least one visit.

Hospitality
1 The work situation being represented is relevant to the competence
based units and qualifications being assessed

e The type of work situation being represented mirrors the relevant
setting eg quick service takeaway, restaurant, brasserie, café/snack
bar, cafeteria, housekeeping department, front office, reception or
reservations.

e Appropriate industrial equipment, furnishings and resources (eg
ingredients and technology) that replicate the work situation are
used, ensuring that assessment requirements can be covered.

e Industry trends are considered in the product and service offer.

2 The candidate’s work activities reflect those found in the situation being
represented

e Candidates operate in a professional capacity with corresponding job
schedules and/or descriptions.

e Candidates are clear on their work activities and responsibilities.
3 The RWE is operated in the same manner to as a real work situation
e Customers are not prompted to behave in a particular manner.
e Customer feedback is maintained and acted upon.
4 The RWE is underpinned by commercial principles and responsibilities.

e Organisational charts indicate the anticipated job roles in the RWE
and their hierarchical structure taking into account supervisory
requirements.

e There is evidence of business planning, for example product/service
plans, staffing/rotas, costing, promotions.

e Candidates are encouraged to carry out their function in line with
business expectations, eg within timescales and budget, minimising
wastage.

e Legislative regulations are adhered to eg food safety, health and
safety, equal opportunities, trade description.

e Consumer information is provided on products and services eg allergy
advice on food products.
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Gambling

1 The work situation being represented is relevant to the competence
based units and qualifications being assessed

e The type of work situation being represented mirrors the relevant
setting eg betting shop, bingo hall, casino.

e Appropriate industrial equipment, furnishings and resources that
replicate the work situation are used, ensuring that assessment
requirements can be covered.

e Industry trends are considered in the work situation represented.

2 The candidate’s work activities reflect those found in the situation being
represented

e Candidates operate in a professional capacity with corresponding job
schedules and/or descriptions.

e Candidates are clear on their work activities and responsibilities.
3 The RWE is operated in the same manner to as a real work situation
e Customers are not prompted to behave in a particular manner.
e Customer feedback is maintained and acted upon.
4 The RWE is underpinned by commercial principles and responsibilities.

e Organisational charts indicate the anticipated job roles in the RWE
and their hierarchical structure taking into account supervisory
requirements.

e There is evidence of business planning, for example product/service
plans, staffing/rotas, costing, promotions.

e Candidates are encouraged to carry out their function in line with
business expectations, eg within timescales and budget, minimising
wastage.

e Legislative regulations are adhered to eg health and safety, equal
opportunities, trade description.
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Annex C Occupational Expertise of Assessors and Verifiers

The requirements set out below relates to all assessors and verifiers. The
only exception may relate to in-house employees and managers that are
not required to achieve the regulatory approved assessor and verified units
based on the arrangement referred to in section 4.1 of this assessment
strategy.

v = mandatory

Assessors, Internal Verifiers and A IV EV
External Verifiers must:

Have a good knowledge and understanding
of the national occupational standard and v v v
competence based units and qualifications
that is being assessed or verified.

Hold or be working towards relevant
assessment and/or verification
qualification(s) as specified by the
appropriate authority, confirming their
competence to assess or externally verify
competence based units and qualifications
assessment. These should be achieved
within eighteen months of commencing
their role. These are as follows:

D35 or V2 v

D34 or V1 — In the case that the IV is
working towards their V1 unit, a
representative sample of verification
decisions, as agreed with the awarding v
organisation, must be counter-signed by a
colleague who has achieved either the D34
or V1 unit. This colleague must have the
same occupational expertise.

D32/D33 or A1/A2 — In the case that the
assessor is working towards the A1/A2
units, a representative sample of
assessment decisions, as agreed with the
awarding organisation, must be counter- v
signed by a colleague who has achieved
either the D32/D33 or A1/A2 units. This
colleague must have the same
occupational expertise.

Have relevant occupational expertise and
knowledge, at the appropriate level of the
occupational area(s) they are assessing v v v
and verifying, which has been gained
through *hands on’ experience in the
industry.
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Assessors, Internal Verifiers and
External Verifiers must:

1V

EV

Adhere to the awarding organisation’s
assessment requirements and practice
standardised assessment principles

Have sufficient resources to carry out the
role of assessor or verifier, ie time and
budget

Have supervisory/management,
interpersonal and investigative skills,
including the ability to analyse
information, hold meetings, guide, advise,
plan and make recommendations at all
levels, taking into account the nature and
size of the organisation in which
assessment is taking place. High standards
of administration and record keeping are
also essential.

Hold qualifications, or have undertaken
training, that has legislative relevance to the
competence based units and qualifications
being assessed (See Annex D).

Good
practice

Good
Practice

Update their occupational expertise and
industry knowledge in the areas being
assessed and verified through planned
Continuous Professional Development (see
Annex E).

v

N030941 - Specification — Edexcel Level 2 and 3 NVQ Diploma in Travel Services (QCF)

Issue 2 - January 2012 © Pearson Education Limited 2012

349




Annex D Qualifications and Training relevant to Assessors and
Verifiers

The following sets out areas in which assessors, verifiers and external
verifiers should either received training or achieve qualifications. People 1st
is not stipulating that assessors, verifiers or external verifiers must achieve
specific qualifications, there is the option to either undertake appropriate
training or an accredited qualification.

v = mandatory

Qualification/Training | Competence based | A IV EV
unit/qualification

Heath and Safety All sector units and Good Good
qualifications Practice | Practice

AN

<

Food Safety Food Processing and Good Good
Cooking Practice | Practice

Multi-Skilled
Hospitality Services

Professional Cookery

Food and Drink
Service

<X X X

Hospitality
Supervision and
Leadership (with
food and drink units)

AN

Licensing Food_ and Drink Goo_d
Service Practice

Hospitality
Supervision (with
food and drink units)

350 N030941 - Specification — Edexcel Level 2 and 3 NVQ Diploma in Travel Services (QCF)
Issue 2 - January 2012 © Pearson Education Limited 2012




Annex E Continuous Professional Development for Assessors and

Verifiers

It is necessary for assessors and verifiers to maintain a record of evidence
of their continuous professional development (CPD). This is necessary to
maintain currency of skills and understanding of the occupational area(s)
being assessed, and can be achieved in a variety of ways. It should be a

planned process, reviewed on an annual basis, for example as part of an
individual’s performance review. Assessors and verifiers should select CPD
methods that are appropriate to meeting their development needs. The
following provides an example of a variety of methods that can be utilised

for CPD purposes.

Updating
occupational
expertise

Internal and external work placements

Work experience and shadowing (eg within
associated departments)

External visits to other organisations

Updated and new training and qualifications
(www.uksp.co.uk)

Training sessions to update skills
Visits to educational establishments
Trade fairs

Keeping up to date
with sector
developments and
new legislation

Relevant sector websites

Membership of professional bodies

Papers and documents on legislative change
Networking events

Seminars, conferences, workshops,
membership of committees/working parties (eg
People 1st events)

Staff development days

Standardising and
best practice in
assessment

Regular standardisation meetings with
colleagues

Sharing best practice through internal
meetings, news letters, email circulars

Comparison of assessment and verification in
other sectors

Attending awarding organisation
meetings/seminars

Downloadable guidance on CPD can be found at www.ifl.ac.uk
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Annexe E: Additional requirement for qualifications
that use the term ‘NVQ’ in a QCF qualification title

Please go to www.ofqual.gov.uk to access the document 'Operating rules for
using the term 'NVQ’ in a QCF qualification title’.

jr190112 Z:\QED WORK\JENNIFER RUSSELL\N030941 L2&3 DIPLOMA IN TRAVEL SERVICES (QCF).DOC.1-360/4
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