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Unit Outline
The general aim of this Unit is to allow learners to develop the skills and knowledge to
enable them to meet the needs of customers. Learners will be able to develop
communication skills and learn about promoting products and services and how to deal
with customer issues.
Learners who complete this Unit will be able to:
1
2
3

Establish and respond to customer needs in a travel and tourism environment.
Promote a range of products and/or services from the travel and tourism industry
Deal with a customer issue in a travel and tourism environment.

This Unit is a mandatory Unit of the Skills for Work Travel and Tourism (National 4)
Course and is also available as a free-standing Unit. The Unit specification should be
read in conjunction with the Unit Support Notes which provide advice and guidance on
delivery, assessment approaches and development of skills for learning, skills for life
and skills for work.

Recommended entry
Entry to this Unit is at the discretion of the centre.

Equality and inclusion
This Unit specification has been designed to ensure that there are no unnecessary
barriers to learning or assessment. The individual needs of learners should be taken
into account when planning learning experiences, selecting assessment methods or
considering alternative evidence. For further information please refer to the Unit
Support Notes.
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Standards
Outcomes and assessment standards
Outcome 1
The learner will:
1

Establish and respond to customer needs in a travel and tourism
environment by:

1.1
1.2
1.3
1.4

Opening the interaction in a positive and helpful manner
Establishing customer needs by using listening and questioning techniques
Responding to customer needs by providing relevant information
Concluding the interaction positively

Outcome 2
The learner will:
2

Promote a range of products and/or services from the travel and tourism
industry by:

2.1
2.2

Identifying the features and benefits of products and/or services
Identifying the features and benefits of further products and/or services that
complement or provide an alternative to each of those previously selected
Demonstrating knowledge of a suitable method of promoting the selected
products and/or services

2.3

Outcome 3
The learner will:
3

Deal with a customer issue in a travel and tourism environment by:

3.1
3.2
3.3
3.4

Identifying the nature of the specific issue through effective questioning
Identifying the reasons for the issue arising
Taking appropriate action to resolve the customer’s specific issue
Maintaining a positive attitude and manner throughout the interaction

Evidence Requirements for the Unit
Assessors should use their professional judgement, subject knowledge and
experience, and understanding of their learners, to determine the most appropriate
ways to generate evidence and the conditions and contexts in which they are used.
The learner will receive support throughout the Unit whilst generating the evidence
required to achieve the national standard through each of the Outcomes for this Unit.
This means that the teacher/lecturer should issue advice to learners to enable
progress.
Evidence should be gathered at appropriate points throughout the Unit under openbook conditions, ie learners should have access to their notes, books, the Internet etc.
Evidence could be retained in a folio.
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For Outcome 1
Performance evidence will be required which demonstrates, on one occasion, that the
learner has established customer needs using effective communication skills and has
responded to them in an appropriate manner. Learners should demonstrate during the
interaction that they can:





Open the interaction in a positive and helpful manner
Use questioning techniques and appropriate listening techniques to establish
routine customer requirements
Provide suitable information about products and/or services relevant to the
customer’s needs
Conclude the interaction positively

For Outcome 2
Written and/or orally recorded evidence identifying the:



Features and benefits of two products and/or services available (This could be two
products or two services or one product or one service)
Features and benefits of a further two products and/or services that complement or
provide an alternative to each of those selected

Performance, product or written and/or orally recorded evidence demonstrating a
suitable method of promoting the products and/or services selected.
For Outcome 3
Performance evidence will be required which demonstrates, on one occasion, that the
learner has dealt with an issue. Learners should demonstrate during the interaction that
they can:





Identify the nature of a specific issue
Establish the reasons why the issue has arisen
Identify the actions they are going to take to resolve the customer’s specific issue
Maintain a positive attitude and manner throughout the interaction

Advice and guidance on possible approaches to assessment is provided in the Unit
Support Notes.
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Development of Skills for Learning, Skills for Life
and Skills for Work
It is expected that learners will develop broad, generic skills through this Unit. The skills
that learners will be expected to improve on and develop through the Unit are based on
SQA’s Skills Framework: Skills for Learning, Skills for Life and Skills for Work and
drawn from the main skills areas listed below. These must be built into the Unit where
there are appropriate opportunities.
1

Literacy

1.1
1.2
1.3

Reading
Writing
Listening and talking

4

Employability, enterprise and citizenship

4.1
4.4

Employability
Enterprise

5

Thinking skills

5.2
5.3
5.5

Understanding
Applying
Creating

Amplification of these is given in SQA’s Skills Framework: Skills for Learning, Skills for
Life and Skills for Work. The level of these skills should be at the same SCQF level of
the Unit and be consistent with the SCQF level descriptor. Further information on
building in skills for learning, skills for life and skills for work is given in the Unit Support
Notes.
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