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This unit has 4 learning outcomes

	LEARNING OUTCOMES

	ASSESSMENT CRITERIA


	The learner will:

	The learner can:

	Know why customer service is important to the travel and tourism sector 
	Identify the benefits of providing effective customer service to:
(a) customers and clients 
(b) travel and tourism organisations 
(c) staff


	Know the needs of different types of customers in the travel and tourism sectors
	Identify different customer types
Identify needs and expectations of each identified customer type
Describe how to meet different needs


	Know how to provide service to customers in travel and tourism organisations
	Outline ways of creating a positive impression on customers through:
(a) greetings 
(b) body language 
(c) tone of voice 
(d) personal appearance 
(e) providing correct information


	Be able to demonstrate customer service skills in a given travel and tourism scenario
	Greet customers in a way that makes them feel welcomed
Offer assistance to customers
Provide helpful responses to customers' queries and requests
Provide accurate information about products and services
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ASSESSMENT INFORMATION
Specific Requirements for Assessment and delivery of this unit.

ASSESSMENT AND DELIVERY INFORMATION
Centre devised assessment tasks should be approved by the internal verifier for the course before delivery takes place in order to ensure the assessment is fit for purpose and meets the standards required.

Unit Summary
This unit provides the learners with an understanding of customer service in travel and tourism. Learners will identify the needs of different types of customers and will demonstrate customer service skills in a given travel and tourism scenario. 

Assessment Requirements/Recommendations
Evidence of practical ability must be demonstrated.

Delivery Requirements/Recommendations
Assessment tasks will be devised to meet the needs of the learning group and to cover all the criteria. 




	Owner:

	AIM Awards

	Unit Grading Structure

	PASS

	Sector Subject Areas (SSA)

	8.2 Travel and Tourism

	Unit Review Date 

	[bookmark: _GoBack]30/11/2018

	Availability for Use

	Shared – open to all AOs to award credit


	Restricted organisations
	N/A


	Assessment Guidance 

	N/A


	Equivalences


	N/A
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