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Assessment 1  

To pass this assessment you will have to:  

  

Task 1 role play — Travel agent  

  

Outcome 1   
Establish and respond to customer needs in a travel and tourism environment.  

You will deal with a visitor who is enquiring about a holiday advertised on a poster (next page) 

using the information gathered in the folio.   

Within the role play situation, the customer is given the following brief:   

 

You have visited your local travel agency to enquire about the holiday advertised on a poster in the 

shop window.  You would like to know:  

  

• What facilities the accommodation has to offer.   

• You don’t want to have to cook when you are there. You enjoy Greek, Italian and Chinese 

cuisine.  

• You would like to make sure that there are a lot of things to do in the hotel for you and your 

husband. You both like to keep fit.  

• Both you and your husband like to go to the beach during the day.  

• You enjoy getting beauty treatments done.  

• Further information on possible things to do or see when there.   

  

   

 



  

Summer Deal  

Kos  

14 nights  

All Inclusive  

Blue Lagoon Resort  

 5 star accommodation  

 Free Wi-Fi  

 Across from Beach  

 5 swimming pools and lazy river  

 Pool towels are provided  

 Pool side Snack Bar  

 5 restaurants including Italian, Chinese and Greek   

 Day time entertainment programme by the pool side  

 Spa  

 Fitness room  

 Indoor Pool, sauna, steam bath and whirl pool  

 Garden view, pool view or sea view rooms  

 All rooms have air conditioning, flat screen TV, mini fridge, hairdryer, 

internet connection, tea/coffee facilities and bathrobe and slippers  

£849 per person  

Based on 2 Adults sharing Junior Suite  

 



Assessment 2  

 

Outcome 2  
Promote a wide range of products and/or services from the travel and tourism 

industry.  

  

Task 2 — Part 1  
  

Using the window poster from the Task 1 role play, identify three features of the holiday and 

describe what the benefits of these features are to the customer.  

  

Task 2 — Part 2  
  

With information from the window poster from the Task 1 role play in mind, identify and explain in 

detail the features and benefits of a further three products or services which would complement 

this holiday if a customer were to purchase it.  

Task 2 — Part 3  
  

You have been asked by the travel agency manager to report on two suitable promotional methods 

that can be used to make customers aware of the products and services that you offer.   

At the moment you rely heavily on the use of window cards to promote your products and services.   

  

The manager has realised that in order to target those people not walking past the travel agency, 

you need to use alternative means of promotion to ensure that potential customers are made 

aware of the products and services that you sell.  

You have been tasked with gathering information on two promotional methods which you think 

would be most suitable for selling holidays and holiday products. You must explain in detail why you 

think these are the most suitable.  

  

Ultimately you are trying to ensure that customers choose your agency to book their next holiday 

instead of your closest competitor.   

 

 

 

 

 

 

 

 



Assessment 3  

 

Task 3 role play Outcome 3  
  

Deal with a customer issue in a travel and tourism environment.  

  

You will deal with a customer who has come into complain about their recent package holiday. 

They will have had access to appropriate reference information prior to the start of the role play 

scenario (for example: holiday booking complaints procedure advice and customer complaint 

form).   

 It is also expected that you will explain the importance of effective complaints handling.  

  

The customer is given the following brief:   

**The customer will not offer information to the travel agent until it is asked for.   

 

➢ The booking reference for your holiday is HOL4345X.  

➢ You have come into the travel agency to complain about your recent package holiday, you 

booked a room with a sea view and balcony and when you arrived you were allocated a 

room overlooking the hotel gardens.   

➢ You spoke to the receptionist who explained that they had no sea view rooms available. The 

following morning you spoke to holiday representative Jamie who checked with reception 

and said that all the sea view rooms were occupied until Wednesday and you would be able 

to move to a sea view room.   

➢ To make matters worse they were working the road below your room which disturbed your 

sleep as they started work at 6am and meant you could not enjoy sitting on your balcony 

during the day due to dust and noise pollution.   

➢ You complained to Jamie the Rep but were only offered a bottle of wine which you did not 

accept.   

➢ You realise that it is not the travel agents fault, but you request that they find a resolution by 

contacting the tour operator on your behalf.   
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Assessment 4  

Outcome 3  
Deal with a customer issue in a travel and tourism environment.  

  

You are expected to explain the importance of effective complaint handing.   

  

Task 4  The importance of effective complaint handling  
  

 If a customer complains about any part of a product or service provided to them, why is it so 

important to ensure that the complaint is dealt with effectively?  

 

 

 

 

   

 

 

INSTRUCTIONS: 

 

✓ All tasks must be completed on lined paper.  

✓ Ensure your name is on every piece of paper. 

✓ Use the Assessment and task numbers as your heading. 

Assessment 1 and 3 should be written out as a script. You will then carry out the role 

play.  

Your poster (additional task) is supporting evidence for assessment 2. 

✓ Keep all work together in a folder (given to you by your teacher) 

✓ Tasks can be completed in any order, however, they must be completed within the 

time set.  

 


