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Introduction
This set of assessment tools is for the unit of competency SITTTVL003 Provide advice on Australian destinations and SITTTVL004 Sell tourism products or services.
The guide is divided into three sections:

Section 1:
Unit of competency

Section 2:
Assessment resources

Glossary (VET sector terminology)

As the trainer/assessor, you are in the best position to judge the full training and assessment requirements of a unit of competency. The judgments that you make in this regard should form part of your broader training and assessment strategy.

Learners may or may not be employed in the workplace. Where a learner is currently employed, you should endeavour to use relevant workplace documents and resources. Where learners are not currently employed, you must provide example documentation and a simulated environment wherever possible. Encourage classroom learners to take every opportunity to observe a real working environment and discuss what they have seen. Note that observation and assessment in the workplace is mandatory for some units of competency. Refer to section 1.2 of this guide, or to the assessment requirements of the relevant unit of competency, for details of assessment conditions.
Section 1 - Unit of competency

The Tourism, Travel and Hospitality Training Package (V. 2.1) in consultation with industry stakeholders including employers, unions, peak bodies, professional associations, regulatory bodies, registered training organisations (RTOs) and other relevant parties. The training package specifies the skills and knowledge required to perform effectively in the business workplace.

Individual units of competency are nationally agreed statements that describe work outcomes and can stand alone when applied in the workplace.

This section outlines the requirements of the units of competency SITTTVL003 Provide advice on Australian destinations, SITTTVL004 Sell tourism products or services and other information relevant to these.
Domestic destinations and their features can include any sold by a travel organisation. Travel operators in Australia, such as travel agents, tour wholesalers and inbound tour operators, would cover multiple Australian destinations. Visitor information centres and some tour operators would specialise in one region.

The breadth and depth of destination knowledge required will vary according to the industry sector, workplace and job role. This unit is not about having an in-depth knowledge of every destination but focuses on the ability to collect and interpret destination information.

The unit applies to frontline sales and operations personnel who operate with some level of independence and under limited supervision. This includes visitor information officers, travel consultants, tour operations coordinators, inbound tour coordinators and reservations sales agents.
It contains the following information:

1.1 
Elements of competency and performance criteria

1.2
Assessment requirements 
1.3 
Dimensions of competency

1.4
Foundation skills
1.5
Skill sets

1.6
Recognition of prior learning (RPL)
1.7 
Glossary of terms
1.1
Elements of competency and performance criteria

The elements of competency define the skills required to perform a work activity. They describe the required outcomes that need to be assessed. 

The performance criteria define the level of skill necessary to achieve the requirements of the element.

The following table maps the content in the on-line course SITTTVL003 Provide advice on Australian destinations and SITTTVL004 Sell tourism products or services to the units of competency.

	 SITTTVL003 Provide advice on Australian destinations 
	Where covered in on-line course

	Element 1: Develop knowledge of Australian destinations.

	1.1. 
Identify and access information sources that provide current and accurate information on Australian destinations.
	Task 9

	1.2. 
Obtain information on functional or operational features of the Australian destination that meet different client needs.
	Task 9

	1.3. 
Obtain key information on social, cultural and geographical features and current health and safety features of the Australian destination.
	Task 9

	1.4. 
Record and store destination information for future use.
	Task 9

	Element 2: Update knowledge of Australian destinations.

	2.1. 
Use formal and informal research to update destination knowledge.
	Task 9

	2.2. 
Seek feedback from colleagues and customers on their experience with Australian destinations to gain first-hand information.
	Task 9

	2.3. 
Share updated information with colleagues.
	Task 9

	Element 3: Provide information and advice on specific Australian destinations.

	3.1. 
Identify the specific information and advice needs of the customer.
	Task 9

	3.2. 
Provide current and accurate destination information and advice.
	Task 9

	3.3. 
Provide appropriate scope and depth of information to meet customer needs.
	Task 9

	3.4. 
Present information and advice in a clear format and style.
	Task 9

	3.5. 
Refer customers to current sources of health, safety and regulatory information.
	Task 9


	SITTTVL004 Sell tourism products or services
	Where covered in on-line course

	Element 1: Develop knowledge of Australian destinations.

	1.1. 
Identify and access information sources that provide current and accurate information on Australian destinations.
	Task 9

	1.2. 
Obtain information on functional or operational features of the Australian destination that meet different client needs.
	Task 9

	1.3. 
Obtain key information on social, cultural and geographical features and current health and safety features of the Australian destination.
	Task 9

	1.4. 
Record and store destination information for future use.
	Task 9

	Element 2: Update knowledge of Australian destinations.

	2.1. 
Use formal and informal research to update destination knowledge.
	Task 9

	2.2. 
Seek feedback from colleagues and customers on their experience with Australian destinations to gain first-hand information.
	Task 9

	2.3. 
Share updated information with colleagues.
	Task 9

	Element 3: Provide information and advice on specific Australian destinations.

	3.1. 
Identify the specific information and advice needs of the customer.
	Task 9

	3.2. 
Provide current and accurate destination information and advice.
	Task 9

	3.3. 
Provide appropriate scope and depth of information to meet customer needs.
	Task 9

	3.4. 
Present information and advice in a clear format and style.
	Task 9

	3.5. 
Refer customers to current sources of health, safety and regulatory information.
	Task 9


1.2
Assessment requirements 

SITTTVL003 Provide advice on Australian destinations covers the outcomes, skills and knowledge required to source and provide customer information and advice relating to Australian destinations and their features. 
It requires the ability to identify appropriate information sources and research destinations to develop and update a general destination knowledge base.
The assessment requirements consist of three criteria:

· Performance evidence: details the skills to be demonstrated, the consistency of performance (for example, on how many occasions, in what range of situations, using what range of equipment) and any licensing, regulatory or registration requirements.
· Knowledge evidence: the scope and depth of knowledge required.
· Assessment conditions: specify where assessment can take place, what resources are required and what interactions with other people are required.
Performance evidence
The performance evidence for the unit SITTTVL003 Provide advice on Australian destinations consists of demonstrating the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit on three occasions prepare, create and finalise an electronic presentation.
During the above, the candidate must:

· provide tailored information to meet the requests of at least three different customers of different customer types or demographics.
· for each of the above customers, provide current, relevant and accurate information on at least five different features of two different Australian tourism destinations.
· obtain above information by accessing at least three different information sources from the following list:

· computerised reservations systems (CRS)

· destination and product libraries

· global distribution systems (GDS)

· internet

· organisation-designed information systems

· principal or supplier information

· regional tourism office information systems

· state and federal government tourism authority information systems
· complete above activities within commercial time constraints and deadlines determined by the customer or organisation.

Knowledge evidence
The knowledge evidence within the unit SITTTVL003 Provide advice on Australian destinations consists of:

· formal and informal research methods:

· accessing and reading promotional information

· accessing the internet

· attending professional development activities

· contact with other organisations.
· formal study

· informal discussions with colleagues and customers

· media

· sources of information on regions and destinations and types of product offered

· sources of information on current health and safety issues for the destination:

· health advisory notices issued by the federal and state or territory government health departments.
· safety advisory information issued by federal and local police authorities and emergency service authorities.
· breadth and depth of Australian destinations including coverage of all Australian States and Territories, and the major regions and destinations therein.
· features of Australian destinations:

· areas of environmental, social or cultural significance or sensitivity

· cultural elements

· facilities for customers with special needs

· local facilities

· major gateways for and transport networks within the region and destination, e.g. airports, cruise ports

· accommodation facilities

· tourist attractions

· formats and inclusions used to present information to customers, and styles that cater for those with special needs.
· different procedures for storing destination information.
SITTTVL004 Sell tourism products or services covers the outcomes, skills and knowledge required to proactively sell tourism products and services. 
It requires the ability to identify specific customer needs, suggest a range of products to meet those needs, provide current and accurate product information and close the sale. 
The assessment requirements consist of three criteria:

· Performance evidence: details the skills to be demonstrated, the consistency of performance (for example, on how many occasions, in what range of situations, using what range of equipment) and any licensing, regulatory or registration requirements.
· Knowledge evidence: the scope and depth of knowledge required.
· Assessment conditions: specify where assessment can take place, what resources are required and what interactions with other people are required.
Performance evidence
The performance evidence for the unit SITTTVL004 Sell tourism products or services consists of demonstrating the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit on three occasions prepare, create and finalise an electronic presentation.
During the above, the candidate must:

· identify the tourism product requirements of at least three different customers, each in a different sales environment.
· sell a combination of at least three different tourism products from the list in the knowledge evidence to each of the above customers.
· during each of the above customer service interactions:

· communicate with customers to correctly interpret their requirements.
· use different sales techniques in response to different customer types.
· integrate product information in the sales process.
· complete above sales within commercial time constraints and deadlines determined by the customer or the organisation.
Knowledge evidence
The knowledge evidence within the unit SITTTVL003 Provide advice on Australian destinations consists of:

· types and characteristics of tourism products:

· accommodation

· attractions

· air product

· cruise product

· tours

· transportation

· travel insurance

· vehicle rental

· features of and communication techniques for different sales environments

· sales techniques:

· opening techniques.
· qualifying.
· recognising buying signals.
· strategies to focus customer on specific products.
· selling intangible products.
· selling add-ons, upgrades and complementary products.
· overcoming customer objections.
· closing techniques.
· ethical and legal commitments relating to the sale of tourism products:

· consumer protection.
· products that breach environmental laws.
· products that are known to cause negative environmental, cultural or social impacts.
· products that breach known or advised customer cultural or religious taboos.
· those dealing with Australian-based customers, the general characteristics of the main social and cultural groups in Australian society and the key aspects of their cultural and religious protocols and preferences for tourism products.
· those working in inbound tourism, the general characteristics of the main inbound tourist markets and the key aspects of their cultural and religious protocols and preferences for Australian tourism products.
· considerations for selling specific products relevant to the specific industry sector and organisation:

· negotiated costs.
· contractual arrangements.
· commissions and margins.
· preferred supplier or agent arrangements.
· primary components of consumer protection laws that relate to selling tourism products and, organisational responsibility for supplying products as described or substituting suitable products.
· primary components of and actions that must be adhered to by tourism organisations under the Criminal Code Act 1995 for child sex offences outside Australia.
· requirements for inbound tour operators and guides selling and delivering Queensland-based products:

· primary components of and actions that must be adhered to by tourism organisations under the Queensland Tourism Services Act 2003

· requirements where travel insurance is a product:

· primary components of the Financial Services Reform Act 2001 and, organisational responsibility for supplying product disclosure statements and providing accurate information on the provisions of the insurance policy

· formats and inclusions used to present information to customers and, styles that cater for those with special needs.
Assessment conditions
Skills must be demonstrated in a safe environment where evidence gathered demonstrates consistent performance of typical activities experienced by individuals using interpersonal communication skills in the workplace.

Simulations and scenarios are acceptable. Simulated assessment environments must simulate the real-life working environment where these skills and knowledge would be performed, with all the relevant equipment and resources of that working environment.
The assessment environment must include access to:

· computers, printers and information programs currently used by the travel industry to store destination information.
· computerised reservations systems (CRS) and software programs currently used by tourism and travel industry operators.
· current destination and general product information

· internet

· generic computer software and applications:

· computer operating systems

· databases

· customers with whom the individual can interact. These can be:

· customers in an industry workplace who are assisted by the individual during the assessment process; or

· individuals who participate in role plays or simulated activities, set up for the purpose of assessment, in a simulated industry environment operated within a training organisation.

Assessment must ensure use of relevant legislation, policies and procedures and industrial awards.

Assessors must satisfy the NVR/AQTF mandatory competency requirements for assessors.
Note: To meet the requirements of the Training Package students must have some element of work placement in this course to build familiarity with CRS software.
1.3
Dimensions of competency

The dimensions of competency relate to all aspects of work performance. The following table explores the four dimensions of competency in more detail.

	Dimensions of competency
	What it means

	Task skills
	The candidate must perform the individual skills required to complete a work activity to the required standard.

	Task management skills
	The candidate must manage several different tasks to complete a whole work activity, such as working to meet deadlines.

	Contingency management skills
	The candidate must use their problem-solving skills to resolve issues that arise when performing a work activity.

	Job/role environment skills
	The candidate must perform effectively in the workplace when undertaking a work activity by working well with all stakeholders and following workplace policies and procedures.


Assessors and/or their training organisations need to ensure that the range of assessment instruments developed for this unit adequately explore the dimensions of competency.
1.4
Foundation skills

Underpinning all job roles is a set of skills that are essential if learners are to participate successfully in work and be valuable and productive employees. 
The foundation skills embedded in this unit of competency are outlined below:
	Skill
	Performance
Criteria
	Description

	Reading
	
	· Interpret product features, benefits and conditions, and plain English regulatory documents.

	Oral communication skills
	
	· Interpret product features, benefits and conditions, and plain English regulatory documents.

	Numeracy skills
	
	· Interpret and calculate any sales and product coordination fees.

	Planning and organising skills
	
	· Promptly source and provide customer information.


Do not assume that learners already have these skills; for example, even if you believe they have good writing skills, they may never have written a specific type of report before.

Remember that the learner may not necessarily need all these skills for a specific task, nor be required to develop them to a high level. This will depend on the nature of the task and the context in which they are working.

Your role is to:

· when planning your assessment program, identify where foundation skills are embedded in the unit of competency and how learners can demonstrate they have acquired the skills.
· encourage learners to record in the template that follows the Final Assessment the activities they have performed that demonstrate specific foundation skills; they can do this after completing each chapter in the learner guide.

1.5
Skill sets

Skill sets are single units of competency or combinations of units of competency that link to a licence, regulatory requirement or defined industry need. 

Skill sets do not replace qualifications as the foundation for undertaking work in the community sector. Skill sets build on a relevant qualification and enable a qualified worker to move laterally into work areas addressed by the skill set or to broaden their skill base in relation to the services they provide.
1.6
Recognition of prior learning (RPL)

Recognition of prior learning (RPL) is an assessment process that assesses an individual’ s non-formal and informal learning to determine the extent to which that individual has achieved the required learning outcomes, competency outcomes, or standards for entry to, and/or partial or total completion of, a qualification.

To have skills and knowledge formally acknowledged, a learner must supply a range of evidence to verify competency. The trainer then needs to assess this evidence against the criteria for the qualification.

Evidence of competency may include work samples, journals and third-party testimonials. Learners may also need to be observed undertaking set tasks and/or answer set questions.

The full RPL Kit for this qualification is available. The kit consists of four parts:
· Assessor’s Guide

· Candidate’s Guide

· Forms

· Workplace Guide

1.7
Glossary of terms
Wherever possible and appropriate, knowledge should be contextualised to the learner’s workplace. For example, when dealing with organisational policies and procedures, look at the actual policies and procedures of the workplace.
A la carte: Referring to meals, an indication that each dish is priced separately; also that a choice of meals may be available, such as on a tour.

Add-on: An option, usually at extra cost, added to travel arrangements.

Adjoining rooms: Two hotel or accommodation rooms that have a door connecting them from the inside, allowing the guests to combine the two rooms into one larger room.

Agent: A person who has the power to act as the representative for another person.  Most frequently in travel, a specific kind of agent such as a travel agent.

Airline alliance: These are agreements of cooperation between groups of airlines. Alliances offer airlines more flexibility and larger networks.

Airport transfer: A transport service to/from an airport to hotel, etc., normally prepaid as part of a package tour, but available separately as well.

All Inclusive: Sold for one price that includes charges and fees that are often added separately.

All-inclusive package: A tour package in which most travel elements are purchased for set price. 

Amenities: A desirable or useful feature or facility of a building or place

Attractions: An item or specific interest to travelers, such as natural wonders, manmade facilities and structures, entertainment, and activities.

Availability: The total number of seats allowed to be sold at a particular rate.

B&B: A bed and breakfast home or guest house that a proprietor has converted into accommodation(s) for the public. Each room becomes a separate unit for rent and typically breakfast and/or other meals are served as part of the fare.

Back to back: A term used to describe tours operating on a consistent, continuing basis. For instance, a motor coach arriving in a city from a cross-country tour may conclude the first tour upon arrival, then transport a second group back along the same route to the origination city of the first tour.

Baggage Allowance: The amount of baggage a passenger may transport without having to pay extra charges, determined by carrier.

Base fare: The basic price of an airline ticket, before ANY taxes, surcharges, airport fees, etc.

Bespoke tour: A tour that is customized, personalized and tailor-made for the traveller.

Blackout dates: Specific dates in which special fares or promotions do not apply. Typically exist around holidays or special events.

Block: Several rooms, seats, or space reserved, usually by wholesalers, tour operators, or receptive operators who intend to sell them as components of tour packages.

Boarding pass: A receipt with a seat number, now issued only at check-in at the airport. A ticket is not valid unless a boarding pass has been issued. A Boarding Pass is not a ticket but allows you to board a plane or ship or other mode of transportation.

Booking form: A document which purchasers of tours must complete to give the operator full particulars about who is buying the tour. It states exactly what is being purchased (including options) and must be signed as acknowledgment that the liability clause has been read and understood.

Breakage: Expenses budgeted for a tour but not used or expended, thus resulting in additional profit to the tour operator. Examples include meals budgeted but not consumed, currency fluctuations in favour of the tour operator, or the tour selling to much larger numbers of passengers than expected.

Break-even point (BEP): The point at which revenues and expenses are the same. For example, the BEP is the number of products (or seats, cabins, tickets, etc.) that must be sold for a company to break even. The BEP is calculated as fixed costs divided by the selling price less variable costs. See reasonable number.

Bumping: The airline practice of denying boarding to confirmed passengers who hold tickets on a specific flight, due to an oversold condition. The carrier will ask for volunteers to take later flights and will normally provide some sort of compensation in the form of vouchers or tickets for future travel. Rules for when compensation must be provided are complicated; each carrier has their own set of guidelines.

Business class: While amenities vary based on the airline, business class generally falls between first class and economy.

Cancellation penalty: The monetary penalty due when travel plans are cancelled, usually after final payment has been made.

Carrier: A generic term for any company that transports passengers and/or freight.

Charter service: The transportation of preformed groups (organized by someone other than the carrier), which have the exclusive use of the vehicle.

Charter: To hire the exclusive use of any aircraft, motorcoach, or other vehicle.

City guide:  A tour guide who points out and comments on the highlights of a city, usually from a motor coach or van.

City tour: A sightseeing trip through a city, usually lasting a half day or a full day, during which a guide points out the city’s highlights.

Class of Service: The inventory in which a passenger is booked according to the fare purchased. (e.g. a full fare economy class cabin is usually Y class of service)

Client list: A printout of the names of all tour participants.

Closed-end question: A question for which the answers are provided for the respondent, who chooses only from those answers.

Closeout: Finalisation of a tour, cruise, or similar group travel project after which time no further clients are accepted. Any unsold air or hotel space is released, and final lists and payments are sent to all suppliers.

Coach: The “economy” section of an aircraft, which may have many different fares for the same flight.

Collision damage waiver (CDW): Optional insurance provided by car rental companies that eliminates all responsibility of the driver in case of an accident. Car rental insurance covering any damage to a rental vehicle (CDW) many credit card companies cover their clients in this area if they use that card to pay for the rental. 

Commission: Money paid to a travel agency by suppliers for generating bookings.

Commission cap: The limit placed on commissions paid to travel agents for the sale of air tickets, regardless of their price; designed to allow airlines to increase their profits at the expense of their primary distribution system – the travel agents.

Common carrier: Any person or organization that offers transportation for a fee.

Complimentaries (comps): Items provided free of charge, such as rooms, meals, tickets, airfare, gifts, souvenirs, etc.

Computerised reservation system (CRS): An automated system used by travel agents that contains pricing, availability and product descriptions for hotels, car rentals, cruises, and air transportation.

Concierge: A hotel employee who provides additional advice, recommendations, and other services to guests, such as restaurant reservations. An employee of the hotel whose primary task is to serve as the liaison between the hotel and non-hotel attractions, facilities, services, and the guest.

Conditions: The section or clause of a transportation or tour contract that specifies what is not offered and that may spell out the circumstances under which the contract may be invalidated (in whole or in part).

Confirmed reservation: An oral or written statement by a supplier that he has received and will honour a reservation. Oral confirmation has virtually no legal weight. Even written or faxed confirmations have specified or implied limitations. For example, a hotel is usually not obliged to honour a reservation if a guest arrives after 6 p.m., unless late arrival has been guaranteed.

Connecting Flight: A flight that makes a stop at an intermediate point where travellers must change planes to connect to another flight to reach their destination. 

Connecting room: Two rooms that are connected to each other by an internal door.

Consortium: A collection of organisations made up of independently owned and managed agencies who band together to increase their buying power.

Consumer: The actual user of a product or service. See also customer.

Continental breakfast: At a minimum, a beverage (coffee, tea, or milk) and rolls and toast, with fruit juice sometimes included.

Contract: A legally enforceable agreement between two or more parties.

Cooperative (co-op) advertising: An agreement between two parties to share the cost of placing an advertisement.

Corporate agency: A travel agency that usually caters to medium-large sized businesses.

Corporate Rate: A hotel rate that is designed to appeal to the needs of the business traveller. It is not necessarily a discounted rate, or the minimum rate offered by the hotel. Corporate rates normally guarantee the best available room at a fixed cost for a specific period, typically outlined in a contract between the hotel and company.

Corporate Travel: Corporate Travel is travel arranged by a business for business purposes. A division or department of a travel agency devoted to such travel.

Costing: The process of itemizing and calculating all the costs the tour operator will pay on a given tour.

Customer: The buyer of a product or service. See consumer.

Database: A computerized, organized collection of individual customer information.

Day rate: Also called a day room. A reduced rate granted for the use of a guest room during the daytime, not overnight occupancy. Usually provided on a tour when a very late-night departure is scheduled.

Day tour: An escorted or unescorted tour that lasts less than 24 hours and usually departs and returns on the same day. 

Demand generators: Strategies and programs developed by tourism bodies and suppliers to generate destination demand. Examples include festivals, events, cultural tours, and consumer promotion.

Demands: A consumer’s wants backed by the ability to purchase.

Demographics: Population measures, such as age, gender, income, education, race/ethnicity, religion, marital status, household size, and occupation.

Departure point: The location or destination from which a tour officially begins.

Departure tax: Government fee collected from a traveller by the host country at the time of departure.

Deposit policy: A specified amount or a percentage of the total bill due on a specified date prior to arrival.

Deposit: An advance payment required to obtain and confirm space.

Destination: The geographic place to which a traveller is going.

Direct Flight: A flight that goes from a traveller’s origin to their destination with one or more intermediate stops. No change in aircraft occurs. 

Direct marketing: Sales and marketing communication that feature direct interaction between a company and its customers without any distribution intermediaries.

Disclaimer: A legal document that advises clients that a travel agent acts only as a middleman in the sale of travel products; any liability ultimately lies with the supplier, i.e. airline, hotel, car rental company, tour operator, railway, etc.

Domestic fare: A fare charged for travel within a country.

Double booking: A not-nice practice of holding reservations to the same destination for the same times/days, on the same carriers but through different travel agencies, when only one reservation will ultimately be used.

Double occupancy: The way in which almost all cruise fares and tour packages are quoted, that is, based on two people traveling together. Most hotel rooms are quoted based on two adults to a room.

Double-occupancy rate: The price per person for a room to be shared with another person; the rate most frequently quoted in tour brochures.

Downgrade: To move to a lesser level of accommodations or a lower class of service.

Drop-off charge: The fee added to a car rental when the vehicle is returned to a city other than where it was originally rented. 

Duty-free imports: Item amounts and categories specified by a government that are fee of tax or duty charges when brought into the country.

Early Check-In: A perk that allows a guest to check in at an earlier time than the standard check-in time.

Electronic ticket: A “paperless” airline ticket allowing one to check-in and fly with just proper photo ID. What may look like a ticket is just a paper passenger receipt. E-tickets cannot be lost, or used by anyone else, so they are safer than standard paper tickets. 
Environmental scanning: The process of monitoring important forces in the business environment for trends and changes that may impact a company.

Escorted group tour: A group tour that features a tour director who travels with the group throughout the trip to provide sightseeing commentary and coordinate all group movement and activities.

Estimated Time of Arrival (ETA): Literally, the estimated time of the transport’s arrival. As opposed to the ATA (Actual Time of Arrival), the ETA is the time that the flight or transport arrives.

ETD: The estimated time of departure.

Excursion: A side trip from a main destination, usually at added cost and optional.

FAM (familiarisation) tour: A free or reduced-rate trip offered to travel professionals to acquaint them with what a destination, attraction, or supplier has to offer.

Familiarity Tour: A familiarity tour as used in the travel industry it is a tour of a travel destination, travel accommodation, travel activity or travel mode (airline, cruise, ground transportation) to familiarize a travel advisor and provide knowledge and direct experience with the product or service so they can better serve their clients.

Fare Aggregator: Fare aggregators’ redirect the users to an airline, cruise, hotel, or car rental site or online travel agent for the final purchase of a ticket. Aggregators’ business models include getting feeds from major OTAs, then displaying to the users all the results on one screen. The OTA then fulfills the ticket. Aggregators generate revenues through advertising and charging OTAs for referring clients.

Fare Basis: The letters and numbers assigned to a specific fare like an identification number.

Fare basis (code): The code that determines the price of an airline ticket.

Final Boarding Call: Last call to board before the jet bridge closes and the flight departs, leaving late passengers stranded.

First class: The class which offers the most premium service. Enhanced seating, meal selection, and drink offerings staples of these services.

Flight Attendant: Commonly referred to as stewards/stewardesses and air hosts/hostesses, flight attendants are available to ensure the safety and comfort of the passengers of an aircraft.

Fly/drive tour: These travel packages always include air travel and a rental car and sometimes other travel components.

Folio: An itemized record of a guest’s charges and credits which is maintained in the front office until departure. Also referred to as a guest bill or guest statement.

Frequent Flier Program: A program that a traveller can enrol in that earns them rewards such as free flights on a particular airline for being a loyal customer of that airline.

Full house: A hotel with all guest rooms occupied.

Full-service hotel: A hotel with restaurant facilities.

Function room: A special room that is used primarily for private parties, banquets, and meetings. Also called banquet rooms.

Gate-Airport: The specific area in an airport where passengers board a plane for a flight. Gates are in concourses.

GDS (Global Distribution Systems): An international computer reservation system containing information about availability, prices, and related services for Airlines, Car Companies, Hotel Companies, Rail Companies, etc. and through which reservations can be made and tickets can be issued. A GDS also makes some or all of these functions available to subscribing travel agents, booking engines, and airlines. The GDS leaders are Amadeus, Apollo/Galileo/Worldspan, Sabre.

Greenwich Mean Time (GMT): Solar based time in Greenwich, England, fun which time in all other time zones in the world is based.

Group: Several persons, usually 10 or more, traveling together. Group travel is often available at discounted rates.

Group leader: An individual who has been given the responsibility of coordinating tour and travel arrangements for a group. The group leader may act as a liaison to a tour operator or may develop a tour independently (and sometimes serve as the tour director).

Group Rate: A negotiated rate on travel, perhaps a stay or vacation plan, that incentivizes for a large crowd or group that books together.

Group tour:  A travel package for an assembly of travellers that has a common itinerary, travel date, and transportation. Group tours are usually prearranged, prepaid, and include transportation, lodging, dining, and attraction admissions. See also escorted group tour.

GST: Goods and Services Tax.

Guide or guide service: A person or company qualified to conduct tours of specific localities or attractions.

Guided tour: A local sightseeing trip conducted by a guide.

Hard copy: A printed version of a document, such as an airline ticket or hotel voucher.

High season: The time of year when a destination gets the greatest crowds, and thus can increase hotel and rental car rates, etc. Often called ‘peak season’.
Hosted group tour: A group tour that features a representative (the host) of the tour operator, destination, or other tour provider, who interacts with the group only for a few hours a day to provide information and arrange for transportation. The host usually does not accompany the group as it travels.

Hostel: Inexpensive accommodation, usually dormitory style, popular with the student crowd – thus the term “youth hostel”.

Hotel: An establishment providing accommodations, meals, and other services for travellers and tourists.

Hub: An airport or city in which an airline has a major presence and many flights to other destinations. As an example, QANTAS has a hub in Sydney. Many carriers use the hub-and-spoke system to maximize profits by keeping the aircraft in the air as much as possible. Flights to the hub are many, and from there flights too many other destinations are scheduled.

IATA: International airline industry trade group, headquartered in Montreal, Canada, with executive offices in Geneva, Switzerland.

In season: Means only available at certain times of the year.

In transit: In the process of traveling.

Inbound operator: A receptive operator that usually serves groups arriving from another country.

Inbound tour: A tour for groups of travellers whose trip originates in another location, usually another country.

Incentive tour: A trip offered as a prize, particularly to stimulate the productivity of employees or sales agents.

Incentive travel: Travel as a reward for an employee’s outstanding performance.

Incidental Charge: Items and services billed to a room after their use, such as movies, phone calls, etc.

Incidentals: Charges incurred by the participants of a tour, but which are not included in the tour price.

Inclusive tour: A package tour that bundles transportation, accommodations, transfers, sightseeing, possibly some meals, etc.

Independent tour: A travel package in which a tour operator is involved only with the planning, marketing, and selling of the package, but is not involved with the passengers while the tour is in progress.

In-flight Service: Entertainment (movies, television, etc.), meals, beverages and other items made available during a flight for the convenience of the passenger.

Interline connection: A flight on one airline that connects to a flight on another carrier – these tickets are usually more expensive than flying all on one carrier but may be the only way to get to a destination in some cases.

Intermodal tour: A tour that uses several forms of transportation, such as a plane, motorcoach, cruise ship, and train.

Itinerary: A list of a tour’s or entire trip’s schedule and major travel elements.

Jet lag: An upset of one’s biological clock, due to travel across many time zones; not all folks are affected by it.

Land arrangements: All the details of a land portion of a trip (hotel, car, tours, sightseeing, etc.).

Late booking fee: A fee due if travel arrangement is made at the last minute. Normally covers express delivery of documents and other last-minute arrangements that may have to be made by a tour operator.

Late Checkout: A more exclusive perk for some guests that allow a few extra hours to check out from the normal hours.

Layover: A period spent during a trip, sometimes overnight, while waiting for a transportation connection – usually a change of planes.

LDW – loss damage waiver: Additional insurance pertaining to car rentals, covering theft and vandalism in addition to accident damage.

Leg: Portion of a journey between two scheduled stops.

Limited-service hotel: A hotel property without a restaurant.

Load factor: The number of passengers traveling on a vehicle, vessel, or aircraft compared to the number of available seats or cabins.

Locater map: A map of an area or a city, showing locations of attractions and hotels.

Low season: The period when a destination experiences its lowest prices and the fewest number of guests. Also called “off peak”. 
Lowest available fare: The current, lowest airfare available for purchase right then.

Manifest: Final official listing of all passengers and/or cargo aboard a transportation vehicle or vessel.

Market: All existing and potential customers for a product or service.

Marketing plan: A written report that details marketing objectives for a product or service and recommends strategies for achieving these objectives.

Marketing research: The function that links the consumer, customer, and public to the marketer through the systematic gathering and analysing of information.

Markup: A percentage added to the cost of a product to achieve a selling price.

Media: Communications channel such as broadcast (radio, TV), print (newspapers, magazines, direct mail), outdoor (billboards), and multimedia (Internet).

Meet-and-greet service: A pre-purchased service for meeting and greeting clients upon arrival in a city, usually at the airport, pier, or rail station, and assisting clients with entrance formalities, collecting baggage, and obtaining transportation.

Minimum connect time: Defined as the minimum time necessary between connecting flights – 30 minutes domestically, usually – ideally, at least an hour. The shortest time required to successfully transfer to a connecting flight. It is recommended to select a connecting flight that exceeds the minimum connection time.

Mini Bar: Also known as a “Cash Bar,” a bar located within one’s hotel room that is pre-stocked with an assortment of snacks and beverages.

Mission statement: The concise description of what an organization is, its purpose, and what it intends to accomplish.

Negotiated Rate: A discounted rate offered to a company based on the volume of business you agree to provide the selected vendor.

Net fare, net rate: Implies the commission has already been added to the price of the fare.

Niche market: A highly specialized segment of the travel market, such as an affinity group with a unique special interest.

No show: A passenger who doesn’t show for a flight, hotel, or rental car booking. A guest with confirmed reservations who does not arrive and whose reservation was not cancelled.

Non-Changeable Ticket: A ticket that cannot be exchanged for a different route or flight once it’s been purchased.

Non-refundable: A fare that cannot be refunded either in cash or via a credit card credit; very seldom is there an exception.

Nonstop: A flight that travels directly to its destination without connections or layovers.

Non-transferable: A ticket that can only be used by the person who was originally scheduled to fly at the time of purchase.

Occupancy rate: The percentage of hotel rooms expected to be filled during a specific period.

Open-end question: A question that allows the respondent to provide a free-response answer.

Option date: A drop dead date on which a reservation must be deposited, or cancellation will result.

Optionals: Optional tour features that are not included in the base tour price, such as sightseeing excursions or special activities.

Outbound: The departure leg of a journey.

Outbound operator: A company that takes groups from a given city or country to another city or country.

Overbook: Accepting reservations for more space than is available.

Overbooking: The practice of selling more airline seats than are available on a specific flight, to make up for no-shows. Usually backfires on the carrier and at times can create much consumer ill-will. Requires passengers to be “bumped” – not always voluntarily. To some extent, happens in the hotel industry as well.

Overhead: Those fixed costs involved in regular operations, such as rent, insurance, management salaries, and utilities.

Override: A commission over and above the normal base commission percentage.

Packaged travel: A package in combination of two or more types of tour components into a product which is produced, assembled, promoted and sold as a package by a tour operator for an all-inclusive price.

Peak season: A destination’s high season when demand is strong. Also called the high season.

Per-capita costs: Per-person costs.

Pre-deduct commission: When a distributor such as a travel agent takes up front the commission on a sale and sends the supplier the balance of the sales price.

Preferred Supplier: The selection of specific supplier(s) for priority promotion to customers and/or integration in travel packages in exchange for reduced rates and/or higher commission.

Preferred Vendor: The vendor(s) a company specifies as their first choice for travellers.

Primary research: The collection of data specifically to solve the marketing problem at hand.

Profit margin: A dollar value that represents the markup of a product’s price over its costs.

Promotion mix: Promotion tools including advertising, direct marketing, sales promotion, and public relations.

Pull strategy: A marketing approach that creates demand at the customer level by generating awareness, interest, and desire so customers pull a product through a distribution channel by demanding it.

Push strategy: A marketing approach that creates demand at the distributor level by providing resellers with an incentive to push (sell) a product to end consumers.

Rack rate: The published (brochure) rate for a travel component. The price of a hotel prior to discount.

Reach: The measure of how many people in a market will be exposed to a certain advertisement via a specific medium.

Reconfirm: To double-check a reservation.

Red-eye flight: An overnight flight that leaves at night and arrives early the next morning.

Reissue: The generation of a new ticket that is exchanged for another, due to a change of plans, dates, flights, etc. May involve additional fare, penalties and fees.

Reservation fee: A customer payment for a certain percentage of the travel package price that’s made immediately after booking.

Retail price: The actual price a customer pays for a travel element or tour.

Round trip: A flight to a single destination and a return.

Sales margin: A term used by resellers to describe profit as a percentage of sales revenue.

Scheduled carrier: An airline that offers regularly scheduled flights between destinations.

Scheduled flights: Air flights that are publicly scheduled and promoted by major airlines.

Segment: A “leg” or part of a journey, usually in reference to an air itinerary. One take-off and landing during air travel constitutes a “segment”.

Single Supplement: An additional charge added to a solo traveller when prices were originally quoted for dual occupancy.

Split itinerary: An itinerary in which part of the group does one thing while the other part does something else.

Standby: Referring to a passenger who does not have a confirmed seat on the intended flight.

Stopover: A planned stayover in a city for a day or more, while enrooted to another destination. Sometimes adds significantly to the cost of an air ticket.

Suite: A hotel accommodation with more than one room, or sometimes a single room with distinct sleeping and living areas and often a kitchenette. A suite in a hotel or other public accommodation denotes a class of accommodations with more space and amenities than a typical accommodation room. 

Supplier: Any company that supplies travel and/or related services to the traveling public. The actual producer and seller of travel components.

Target market: The group of customers who will be the focus of a company’s marketing efforts.

Tickler system: A method for monitoring reservations and payments that’s arranged by date and points out late payments so customers can be contacted.

Tiered override plan: When commissions rise proportionately with a corresponding increase in sales.

Tour catalogue: A publication by tour wholesalers listing their tour offerings. Catalogues are distributed to retail agents who make them available to their customers. Bookings by retail agents are commissionable.

Tour Company: A tour company or tour operator typically combines tour and travel components to create a packaged vacation. They advertise and produce brochures to promote their products, vacation and itineraries.

Tour guide: A person qualified (and often certified) to conduct tours of specific locations or attractions.

Tour: A prearranged, prepaid journey to one or more destinations that generally returns to the point of origin, is usually arranged with an itinerary of leisure activities, and includes at least two travel elements.

Transfer: Local transportation and porterage from one carrier terminal to another, from a terminal to a hotel, or from a hotel to an attraction.

Travel advisor: A travel advisor simplifies the time-consuming and complicated process of planning travel for their customers in addition to providing consultation services and entire travel packages. They may book flights, cruises, rental cars and hotels, as well as resort stays and events. Agents cater to a wide demographic, serving both individuals and corporations. They may also concentrate in a special segment of travel; many advisors specialise in leisure, business or group travel, or destination-specific journeys.

Travel advisory: A travel warning issued by the government, indicating a special caution should be taken in a country due to political unrest, natural disaster, or other special situation. These can be obtained from the Internet or any good travel agent.

Travel agency: Usually used in the travel industry to refer to an approved shop front retailer.

Travel agent: A person or firm qualified to arrange for lodging, meals, transportation, cruises, tours, and other travel elements, typically on a commission basis. A travel agent simplifies the time-consuming and complicated process of planning travel for their customers in addition to providing consultation services and entire travel packages. They may book flights, cruises, rental cars and hotels, as well as resort stays and events. Agents cater to a wide demographic, serving both individuals and corporations. They may also concentrate in a special segment of travel; many agents specialize in leisure, business or group travel, or destination-specific journeys.

Twenty-four hour time: Used extensively in travel –1pm becomes 1300 hours, 4pm is 1500 hours, etc., up to 2359 (1159pm). Midnight is then considered 2400 or “zero” hours. 1-20am is then 0120 or “one hour, twenty minutes“and so on. Most schedules and timetables are listed in the 24-hour format.
Unlimited kilometres: No distance restriction when renting a car.

Upgrade: To move to a better accommodation or class of service.

Value: The relationship between the benefits associated with a product or service and the costs of obtaining the product or service. 

Voucher: Documents that are exchanged for goods and service to substantiate payment that will be or already has been made.

Waitlist: A list of clients awaiting transportation or accommodations at times when they are not available. Waitlisted clients are confirmed because of subsequent cancellations.

Waiver: A written acknowledgement that a passenger has declined something, such as insurance coverage for a trip, for example. Also, the formal acknowledgement of the waiving or dismissal of a requirement, such as a waiver of a penalty for late booking, etc. A written acknowledgement that a passenger has declined something.

Walk-up: A person who purchases an air ticket at the last moment, usually at the airport ticket counter.

Wants: Ways in which a person satisfies a basic need.

Wholesale: Sale of travel products through an intermediary in exchange for a commission or fee generally at reduced tariffs.

Word-of-mouth promotion: Personal communication about a product or service from one customer to another.

Yield management: Calculating and analysing the profits earned per customer.
Section 2 - Assessment tools
Assessment is all about collecting evidence and making decisions as to whether a learner has achieved competency. Assessment confirms that the learner can perform to the expected workplace standard, as outlined in the units of competency.

This section contains the summative assessment tools that are to be used in assessing this unit of competency. The assessment tools have also been mapped against the requirements of unit assessment. Assessors can use this mapping information to complete required assessment records.

It is an important responsibility of assessors to complete the assessment records themselves. This ensures all additional assessment activities deemed appropriate or required by the assessor, in addition to those within this document, are included in these records.

Section Two contains the following information:

2.1   
Summative assessment

2.2
Solutions – general guidance

2.3 
Solutions – summative assessment

2.4
Evidence of competency

2.5
Assessment records
2.1
Summative assessment

Separate each assessment tool as required in the assessment process. Note this unit is covered completely in Task 9 of this course.
Virtual Office Tasks

Starting your first work task:
· You receive your first email from Rachel Bedletter - Course on Australian destinations – Priority. In this email she instructs you to complete a short course – Provide advice on Australian destinations (Email – Rachel Bedletter). As you work through this short course, you are to be completing the activities. The completed activities are to be in word-processed files and stored in a digital folder. When activities are completed, the folder containing all finished activities is to be compressed and emailed as an attachment to your supervisor/teacher.

E-portfolio – SITTTVL003 short course

These activities are embedded in the course materials.

Activity 1

1. What are four sources of Australian tourism destination information you can use to build your knowledge about Australian destinations?

2. What types of general information do customers require about their holiday?

3. Explain in detail two types of formal research you could undertake to update your Australian destination information.
Activity 2

1. Why should you seek feedback from colleagues and clients who have experience in Australian destinations?

2. List two ways to share product information with your colleagues. 

3. Why is teamwork so important where sharing information is concerned?
Activity 3

1. To ensure the scope and depth of the information you have provided to a customer you can quickly review your work by asking yourself several internal questions. What are four questions you could ask yourself?

2. Explain in detail the types of formats you would use to provide information to a client.

3. What type of information would you need to include if the customer was going to collect a hire care at the Cairns airport? 

4. Explain how you can adapt this information for a customer who had special mobility needs, i.e. they were in a wheelchair.
Activity 4

1. List 6 ways to ensure that the information given to customers is correct.

2. Label the map’s tourist destinations and list one attraction at each site.

Activity 5

1. What two types of health and safety issues that customers may have when travelling to different parts of Australia? 

2. Identify two websites that can be used to access information on the two issues identified in Question 1.

3. Why do people working in the tourism industry need to actively seek and renew information on Australian destinations?
	What to submit
	Problems encountered and strategies used to overcome these

	Digital portfolio containing the responses to the activities found in the short online course, Provide advice on Australian destinations.
	


Your second work task:

· Read Margaret Dunns’ first incoming email (Monitor). Margaret has asked you to develop and present a session at the next staff development day. Read her instructions and start to produce the presentation following her set criteria.

· Make use of the resources about building digital presentations that are attached to Margaret’s email. 

· Construct the presentation meeting identifying three Australian tourist destinations that are in regional Australia and addressing the criteria set by Margaret.

	What to submit
	Problems encountered and strategies used to overcome these

	Presentation in PowerPoint
	


Your third work task:

· Read second incoming email from Margaret (Monitor).

· Read the second email from Rachel Bedletter (Monitor). In this email she instructs you to complete a short course – In this email she instructs you to complete a short course – Selling tourism products and services (Email – Rachel Bedletter). As you work through this short course, you are to be completing the activities. The completed activities are to be in word-processed files and stored in a digital folder. When activities are completed, the folder containing all finished activities is to be compressed and emailed as an attachment to your supervisor/teacher.

· Also attached to Rachel’s email is a company test – Knowledge Test - that you need to undertake after you have completed the short course and submitted your portfolio. If you have questions, contact your supervisor immediately for clarification.
E-portfolio – SITTTVL004 Short Course

These activities are embedded in the course materials.

Activity 1

· Handling objections

· If you can demonstrate this skill in your workplace, please contact your supervisor, otherwise recruit the assistance of a work colleague or fellow student for this activity. 

· Make up your own scenario where one person is selling a product or service and the other has an objection relating to the 'price' of this product or service.

· The consultant, in this situation, is to overcome the objection.

· Write a brief report describing what happened in this scenario and how the objection was overcome. Place this in your portfolio.

Activity 2

· Write a sample welcome home letter to a customer from a travel organisation and e-mail your letter to your tutor.

· Outline the benefits to you and your agency of having a follow-up procedure with customers.

	What to submit
	Problems encountered and strategies used to overcome these

	Digital portfolio containing the responses to the activities found in the short online course, Selling tourism products and services.

Complete Knowledge Test.
	


Your fourth work task:

· Read email from Amanda and Jack Johnson (Monitor).

· This couple have a special task for you to complete. Read the email and the attached notes - Parts of your task for Amanda’s special holiday.

	What to submit
	Problems encountered and strategies used to overcome these

	Digital portfolio containing the responses to email request by Amanda and Jack. The portfolio will address both the request in the email and the attached document - Parts of your task for Amanda’s special holiday.
	


Online test

This test is available through the student’s virtual desktop. (Monitor)
2.2
Solutions - General guidance
Assessors should review the solutions provided and adapt and/or contextualise them (and assessment activities themselves where necessary) to suit the training and assessment context as part of their moderation activities. This will ensure consistency of assessment.
The solutions to assessment activities serve as a reliable guide to the type of information that should be included in the assessment candidate’s response. Refer to the assessment activities when assessing learner responses or evaluating assessment evidence. The answers provided by the assessment candidate will vary due to several factors, including the:

· candidate’ s own experiences.
· candidate’ s workplace experiences.
· training situations and strategies presented by the trainer.
· interpretation of the assessment activity by the assessment candidate/assessor.
· type of organisation, work practices, processes and systems encountered by the candidate.

The nature and variety of the tasks presented means that in some cases there will be numerous correct responses, and the solutions provided cannot cater for all contexts and eventualities.

In general terms:

· For questions with a single answer, this guide provides the correct answer.

· For questions that do not have a single answer, it is understood that answers will vary within certain parameters.

· For questions where the candidate must list a certain number of items, the RTO has provided a more comprehensive listing from which candidate responses may be drawn. This list may not in all cases be definitive, and assessors should account for other possible correct responses.

· For activities that involve responding to a case study, the RTO has provided an example of how the candidate may respond. Depending on the question, the terminology used will indicate either what the candidate should have included in their response or may have included. However, different phrasing may be used by the candidate, or different responses that may be equally correct are also possible.
· For activities that take place in the workplace or involve workplace documentation, the RTO can only provide an example response. Assessors should consider whether the candidate has achieved the intent of the activity within the candidate’s workplace context.

· For activities that involve writing reports or completing documentation provided, the RTO can only provide an example response. Assessors should again consider whether the candidate’s response is appropriate to the task within the context of the candidate’s training and/or workplace.

2.3
Solutions – Summative assessment
First work task - E-portfolio 
These activities are embedded in the course materials.

SITTVL003 – Course: Provide advice on Australian destinations
Activity 1

1. What are four sources of Australian tourism destination information you can use to build your knowledge about Australian destinations?

Assessor judgement can be used. Answers may reflect four of the following options:

· Computer Reservation Systems (CRS) 

· Global Distribution Systems (GDS) 

· Tourism Authority Information Systems 

· Internet or World Wide Web

· Extranet or Intranet

· Supplier / Wholesaler Source 

2. What types of general information do customers require about their holiday?

Assessor judgement must be used. There is a wide variety of information that a person may need about their holiday, so this may reflect the experience of the candidate.

3. Explain in detail two types of formal research you could undertake to update your Australian destination information.
Formal Study: This is a great way to build on product knowledge and general information. The study may lead to a qualification in tourism, hospitality or events. Studies in foreign cultures and language may also prove useful in the Tourism industry. 

Trade Publications: Within the Tourism industry there are daily and weekly email alerts distributed to tourism industry networks. These publications include current specials and destinations, general news within the industry and often vacancies in the industry.

Activity 2

1. Why should you seek feedback from colleagues and clients who have experience in Australian destinations?

Assessor judgement required. Seeking feedback from colleagues and clients who have experience in Australian destinations builds your own product knowledge by listening to others’ experiences, perceptions and knowledge. It is important to call a customer when they have returned from a booked vacation to gather their feedback which can assist you to enhance your service. Ask your colleagues for feedback if they have been to a destination so that you have some real-life connection to what is available there.
2. List two ways to share product information with your colleagues. 

Assessor judgement required.
3. Why is teamwork so important where sharing information is concerned?
Assessor judgement required. Sample response might include the idea of synergy, broader understanding, more effective team and better outcomes.
Activity 3

1. To ensure the scope and depth of the information you have provided to a customer, you can quickly review your work by asking yourself several internal questions. What are four questions you could ask yourself?

Assessor judgement required. Examples of questions are below:
· Have I questioned the customer and found out exactly what they need? 

· Did I use open and closed questions? 

· Have I made notes of the information required? 

· Have I asked further questions to clarify the customer 's needs?

2. Explain in detail the types of formats you would use to provide information to a client.

Assessor judgement required. The responses and explanation may cover two of the following:
· Brochures

· Catalogues

· Websites

· Social Media

· Written letter/quote

· Emails

· Direct messaging

3. What type of information would you need to include if the customer was going to collect a hire care at the Cairns airport? 

Assessor judgement required – at least four responses required to indicate competency. Sample responses include:
· Car Hire Company.
· Vehicle is a manual or automatic car. 

· Unlimited or limited kilometres per day is part of the hire fee.
· Additional equipment such as chid safety seat or GPS rental. 

· Insurance - excess payment (in case of an accident). 

· Additional insurances (e.g. personal accident insurance).
· Pick up point – date, time and location of the kiosk.
· Drop off point – date, time and location.
4. Explain how you can adapt information concerning their hotel for a customer who had special mobility needs, i.e. they were in a wheelchair.
Assessor judgement required. Sample responses:

· Bathroom facilities have been booked that cater for disabilities.
· Room is designed for disabilities, i.e. lower light switches, lower cabinets, wider doors, etc.

· Access ramps at front of hotel and within the hotel.
· Concierge service is available for luggage.
· Taxis are available for wheelchairs.
Activity 4

1. List 6 ways to ensure that the information given to customers is correct.

Assessor judgement required. Sample responses are:

· Brochures: Never quote prices from a travel brochure as they are only printed once per year. Always call the wholesaler for an exact price. 

· Quotes: Never assume a price will be the same or that an item/service is included. Obtain an exact quote for each customer.
· General Websites: Information found online can be unreliable and conflicting. Ensure that you use only reliable websites such as the hotel 's own website. 

· Industry Based Websites: Whenever obtaining a quote online, ensure you use a licensed tour wholesaler or supplier, and that you log on to the Agency only area. This ensures the prices are accurate and that commission is paid.

2. The major tourist destinations in each state and list one attraction at each site. (Hint:
Assessor judgement required – the criteria to be applied are the site must be a general tourist site and one attraction is listed for each site. Sample responses are:

· Western Australia – Broome (Pearls, Cable Beach), Perth (Casino, Swan River, etc.) Freemantle (Old Goal, Port)

Activity 5

1. What two types of health and safety issues that customers may have when travelling to different parts of Australia? 

Assessor judgement required. Sample response below:
It is important to research every country that you are organising a holiday in for your customers. This way you get specific advice related to the health risks that may challenge their health needs. For example, the risk of acquiring an infection and the appropriate preventative measures may be different for older travellers, children, pregnant women or those with chronic health conditions. There may be simple general actions to prevent illness such as preventing insect bites and being careful of what is drunk and eaten. Close monitoring of personal health should be recommended. Some health issues may not become apparent until the customer has returned home.

2. Identify two websites that can be used to access information on the two issues identified in Question 1.

Assessor judgement required. Sample response below:

https://www.betterhealth.vic.gov.au/health/healthyliving/travel-health-tips\
https://www.smartraveller.gov.au/before-you-go/health
https://www.australia.com/en/facts-and-planning/useful-tips/health-and-safety-faq.html
Note the websites must be active and have relevant information to client travel.

3. Why do people working in the tourism industry need to actively seek and renew information on Australian destinations?
Assessor judgement can be used. Sample response:
Information changes every day and as a person in the travel industry there is a need to update it all the time to ensure it is current, relevant and appropriate for the client.

Second work task - Australian Regional Presentation 
Assessor judgement may be used. There are some mandatory elements that the work must be judged by:
1. Purpose
Is the purpose of the presentation achieved and its message voiced in appropriate language and/or visuals?
Does the presentation address the topic appropriately and sufficiently.

Has the information presented been of relevance to promoting tourism in these three sites?
2. Fonts
The presentation uses a font style that the audience can read from a distance and is common. A simple font style, such as Arial or Calibri, helps to get a message across. Avoid very thin or decorative fonts that might impair readability, especially at small sizes.
Are the fonts all above 18 points in size?

Is there no more than 3 fonts used in the presentation?
3. Text
Keep text simple and minimize the amount of text on each slide.

Use bullets or short sentences. Try to keep each to one line; avoid text wrapping.
Is the text appropriate and sufficient?

4. Use images

Use images to help convey the core message. Let images help tell the story. Don't overwhelm the audience by adding too many graphics to a slide, no more than three per slide.
Are the graphic specific to the destinations being promoted?

Have they avoided generic images?

Are images clear and appropriate?

5.  Labels for charts and graphs

Make labels for charts and graphs understandable. Use only enough text to make labels in a chart or graph understandable.

6.  Slide backgrounds and layouts

Ensure slide backgrounds and layouts are subtle and consistent throughout the presentation. Use a consistent template or theme that is not too eye-catching. The background or design must not detract from the presentation’s message.
Is the layout consistent through the presentation?

7. Colour contrast

There is a high contrast between background colour and text colour.

8. Colours

Colours used in the slides complement each other. Check this site for further clarification:

Colours in PowerPoint – Mistakes to Avoid 

9. Spelling and Grammar

Always review the spelling and grammar in the presentation. It must be correct to earn and maintain the respect and attention of the audience.
Is punctuation correctly throughout the presentation?

Is spelling correctly throughout the presentation?
10. Don’t assume the presentation will work on all computers

To ensure all files are accounted for when the presentation is copied them to a USB drive refer to the website Package a presentation for CD or USB flash drive
11. Test the presentation before submission

Check and then recheck the presentation. Try it across different computers if possible. Check that in all circumstances it is running smoothly.
Do all animations run at the correct timings?

Are slide transitions smooth and consistent in their application?
12. Use a test audience

Ask a few people to be a test audience and run the presentations for them. Monitor the audience's behaviour. If you observe people focusing on the slides, the slides may contain too much data or be confusing or distracting in some other way. Ask the audience for their suggestions on how the presentations could be improved. Use the information you learn to improve the final presentations.

Third work task – E-portfolio

SITTTVL004 – Course: Selling tourism products and services
These activities are embedded in the course materials.

Activity 1
Handling objections

If you can demonstrate this skill in your workplace, please contact your supervisor, otherwise recruit the assistance of a work colleague or fellow student for this activity. 

Make up your own scenario where one person is selling a product or service and the other has an objection relating to the 'price' of this product or service.

The consultant, in this situation, is to overcome the objection.

Write a brief report describing what happened in this scenario and how the objection was overcome. Place this in your portfolio.
Assessor judgement must be applied.

Activity 2
Write a sample welcome home letter to a customer from a travel organisation and e-mail your letter to your tutor.
Assessor judgement required.

Outline the benefits to you and your agency of having a follow-up procedure with customers.
Assessor judgement required.

Knowledge Test

Complete the questions in this test and return the completed document to your supervisor.

1. Explain in your own words what client ‘needs’ may be.

Client needs are the psychological and physical motivations that make someone want to purchase a product or service and stay loyal to that business. In the travel industry this may stem on a desire to holiday, get away from daily routine, see new things or visit an area that they are interested in. However, a client would also wish to be treated with these elements:
Friendliness - courtesy and politeness. 

Empathy

Fairness.

Control.

Providing alternatives for consideration. 

Information about area of interest. 

Having time to discuss and ask questions.

2. Explain in your own words what client ‘wants’ may be.

A client's wants reflect the desired preferences for specific ways of satisfying a need. For example, people usually want particular products, brands, or services that satisfy their needs in a specific way.
3. Why is it important to establish and build a rapport with customers?

Customer rapport is about establishing and maintaining a positive relationship with consumers. It entails understanding and communicating well with the client and having them view you as being trustworthy and being supportive of their intentions.  Developing rapport with customers goes a long way toward building customer trust and their levels of satisfaction with the sales that may eventuate.
4. List at least two (2) benefits you feel a family of four (2 adults, 2 children –aged 5 years and 13 years) would get from the following tourism accommodation product features.
Assessor judgement can be used – some examples provided.
	Product features
	Benefits

	Self-contained Apartment

2 bedroom, 2 bathrooms, cooking facilities,

laundry facilities, TV including FOXTEL,

spa bath in main bathroom, close to main swimming pool
	2 bedrooms – adults have privacy.
2 bathrooms – easy for child and adult use.

Cooking facilities – reduce cost of meals; diet can reflect lifestyle and values.

	Little Dolphins Club and Play

Centre

(ages 5-12 years inclusive only).

Art and craft, sporting activities, resort

excursions and special mealtimes just for little dolphins
	Resort facilities and services would engage the younger child.
Both indoor and outdoor activities are included.

	Sharkies Club

(13-17 years inclusive)

Sporting activities, resort excursions, bush walks, after dark discos just for Sharkies club members, dine together at special mealtimes, video arcade games, Internet access in Sharkies I.T. Centre.
	Resort facilities and services would engage the older child.
Both indoor and outdoor activities are included.

	Child minding

Available in your room after 6pm until late.
	Child mining allows parents to have night out.
Child minding is in own room allowing children to go to bed.


5. Why is it important to use product features and their relative benefits when selling tourism products?

Assessor judgement may be used.

Product knowledge is an essential sales skill. Understanding your products' features allows you to present their benefits accurately and persuasively. Customers respond to enthusiastic sales staff who can explain the advantages of their products.
6. When selling tourism products it is extremely important to know your product, list four (4) ways you can develop and update your product knowledge.

Assessor judgement may be used.

Talk with/ask colleagues about products or services marketed by your agency.
Gather and read your promotional material related to products.

Review agency website and ensure you can speak to all elements.
7. In terms of sales, why might Bunjappy choose to sell a preferred product?

Assessor judgement may be used.
A preferred product may be provided by a tourism wholesaler and come with either additional promotional materials, staff awareness involvement, reduced prices or higher commissions. Bunjappy would sell a preferred product generally because it is beneficial to itself in terms of increased turn-over or increased profit. It may select a product to be in the list of preferred products based on customer interest or convenience also.
8. Why is it important to understand the product booking conditions/conditions of sale when selling tourism products? Give two (2) examples of these conditions.

Assessor judgement may be used.
9. What is meant by the terms ‘up-sell’ and ‘add-on’ sell?

Assessor judgement may be used.
Up sell is to persuade a customer to buy something additional or more expensive.
An add-on sale is an additional item sold to a buyer of a main product or service. Examples of add-on sales include travel insurance, bus tours at the holiday site, entry fees to attractions, etc.  
10. Why is it important to sell travel insurance to your client? At what stage during the sale should you offer insurance?

Travel insurance protects a client from certain financial risks and losses that can occur while traveling. These losses can be minor, like a delayed suitcase, or significant, like a last-minute trip cancellation or a medical emergency overseas.
The offer to purchase travel insurance should be made as soon as the client has booked or finalised their holiday so as to provide maximum protection. However it can be sold to the client eaves on the holiday 
11. When selling tourism products questioning techniques are very important. What is meant by the ‘OPEN’ and ‘CLOSED’ questions? Give an example of each.

Assessor judgement may be used.
Open: What parts of Western Australia most interest you?

Closed: Do you wish to visit Freemantle?

12. Explain why fees can be charged by Tourism Operators/Agents for sales and product co-ordination.

Assessor judgement may be used.
Fees may be charged by a travel agent for any of the following:

Insurance.

Cancellation fees for a booking that is cancelled.

Co-ordination or service fee.

13. Why should these fees be disclosed to the customer? Give two (2) examples of these fees.

Assessor judgement may be used.
Disclosing the fees ensures the client remains informed, the transaction are open and transparent and the legal obligations inherent in the transaction are addressed.

See Question 12 for examples of these fees.
14. List two (2) techniques you could use to close a sale.

Assessor judgement may be used.
The four ways of closing the sale are: Summary Close, Direct Close, Availability Close and Incentive Close.
15. Name two (2) ways you could overcome customer objections/questions in relation to a product.

Assessor judgement may be used.
You can overcome some of the customer objections/questions in relation to a product by:
· Giving additional information and explanation of the cost.

· Make an obligation free booking for a short period while the client and perhaps their partner consider the offer.

· When comparing prices, ensure you explain the difference levels of product, service and time constraints.

· Ask the client what other information they require to make an informed decision. 
16. One responsibility of Bunjappy travel consultants/agents is to ensure the scope and depth of information is appropriate to our customer needs. What type of specific needs may the following travellers have?
Assessor judgement may be used.
	‘Business Traveller’


	Travel times to arrive as required for business meetings.
Appropriate accommodation close to work sites.

Internet access.

	‘Family with young children’


	Hotel with appropriate children focused amenities.
Age-appropriate attractions.

Media channels with age-appropriate content.


17. List two (2) follow up opportunities and two after sales service ideas that you could use in Bunjappy’s Travel Service.

Assessor judgement may be used.
Follow up opportunities: checking that the client is ready for the holiday; sending message prior to departure date wishing clients the best on their holiday.

After sales service: On return home of clients contacting them asking if all went well; seeking feedback on the holiday site and activities; indicating willingness to assist and work with them later.
18. Great customer service skills are essential to our booking agents. Describe three (3) techniques you could use to enhance the quality of your service?

Assessor judgement is required.
19. What are some of the key cultural needs of a common inbound group to Australia and how would this affect your choice of tourism products?

Assessor judgement may be used.
This may include one or more of the following:

· Types of food that they make eat.

· Holy days that need to be observed.

· Methods of communication – language, specific words, paralanguage\
· Hierarchies – who should you talk to for decisions.
20. Briefly describe Australia’s requirements under the ‘Anti-child sex tourism legislation’.

It is a crime for Australians to travel overseas to engage in, encourage or benefit from sexual activity with children (under 16 years of age). Despite occurring overseas, these offences can be investigated and prosecuted in Australia and carry penalties of up to 25 years imprisonment for individuals and up to $500,000 in fines for companies.
These offences are ones of ‘absolute liability.’ This means that there are no fault elements that must be proved – it is enough that the act was committed, and there is no defence of mistake.

21. Briefly explain what is covered by the Queensland Tourism Services Act (2003).

The Tourism Services Act 2003 provides the law for all inbound tour operators, i.e. travel agencies/tour operators catering for incoming international travellers. It sets out how to operate in an honest, fair and professional way. All inbound tour operators must know and follow the code of conduct.
Fourth work task

Amanda and Jack Johnson have sent you an email and request for a travel package.

Due to potentially wide response, assessor judgement must be used. The following elements must be present in the response:

Destination: A destination must be provided along with an explanation as to why the candidate has chosen this destination in relation to their clients.

Qualifying Questions:

The candidate must have provided at least 5 questions to ask their client to assist them in preparing the itinerary.

Portfolio:

A portfolio containing the following must be evident: 

· List all possible transport options to get to the destination from Brisbane and approximate duration.

· Why the destination was selected for this time of year (for example the climate and special events)

· What considerations need to be given in relation to health, safety and security if travelling in this area? It should include any websites the customer is advised to check prior to departure.

· Accommodation - hotel details, what is the cost per night and why these are recommended.

· Sightseeing –a minimum of 2 luxury sightseeing activities, what the cost is per person and why these are recommended.

· Car Hire –car hire for the duration of the stay.

Itinerary: 

An itinerary and using the Bunjappy template must be evident. It must include Transport, Accommodation and Tours.
Fifth work task - Urgent Tasks

Urgent Task 1

Simone at the front counter…

Hey, I need help!

A customer is coming in who has planned a tour package to Cairns and travel up the Cape York peninsula by 4WD.

What health and safety advice should we give him about going on this tour?

What forms should we use to communicate our health and safety information to the clients?

I know he will want an explanation for everything! He is one of those types. He will want to know why it is unlikely that the travellers on this package would need medical insurance.

Thanks for the help – send the responses to Marg and she’ll pass them on.

Simone
Assessor judgment to be applied. Sample responses below:

What health and safety advice should we give him about going on this tour?

The health advice should focus on at least three of the following issues:

· Insects (mosquitoes, sandflies, etc. and their being carriers of tropical disease)

· Snakes

· Swimming in rivers and waterholes (crocodiles)

· Swimming in the sea (sharks and crocodiles)

· Road travel on unformed and unsealed roads

What forms should we use to communicate our health and safety information to the clients?
The information and warning should be given both verbal at booking and collection of tickets as well as pamphlets/brochures outlining the potential hazards and the actions recommended. 

Why it is unlikely that the travellers on this package would need medical insurance.
As the trip is within Australia, medical costs are generally covered by the national scheme (Medicare) and the Queensland Hospital system is free of fees. Also the ambulance and recovery services are government funded.

‘
Urgent Task 2

Request received at front counter 9:11 am

Mrs Jackson returning at 12:45pm today for suggested itinerary. Please have ready for her. Send to Margaret and she will deal with her as she is returning in your lunch time.

Thanks

Mrs Jackson and her daughter Margaret are going to Sydney from Townsville. They wish to fly directly to Sydney then spend 6 nights at a hotel located in the Darling Harbour area. They wish to collect a small Avis car from the airport and return it to the nearest centre to their hotel on the second last day of their trip.

On the second day in Sydney they wish to go to the Sydney Cricket Grounds to watch a one-day match.

On the fourth day they wish to go to Taronga Park Zoo by ferry for the day.

They wish to start their travel adventure on the 14th of next month.

Please prepare an itinerary for them.
Assessor judgment to be applied. The itinerary should be in the form of the template provided. The criteria which must be evident in the itinerary are:
· Flights must be direct between Townsville and Sydney.

· Hotel must be in the Darling Harbour locality.

· The details of the Avis hire car must reflect what was asked for – small, collect at airport and return to the centre nearest their hotel on the second last day of the trip.

· On the second day of their Sydney visit they should be attending the Sydney Cricket Grounds.

· On the fourth day of their trip they should have ferry rides to and from Targona Park Zoo as well as information on the zoo, i.e. opening and closing times, lunch availability, special attractions.

Online test

This is an automated self-marking test that produces an individualised result sheet. This must be submitted by the student.
2.4 Mapping guide

The following table maps the performance criteria and foundation skills to the assessment tools.

SITTTVL003 Provide advice on Australian destinations
	Performance criteria
	Work Task 1

(E-portfolio from course – Provide advice on Australian destinations)
	Work Task 2

(Presentation)
	Work Task 3

(E-portfolio – Sell tourism products…and Knowledge Test)
	Work Task 4

(Itineracy)
	Work Task 5

(Urgent Tasks)
	Work Task 6

(Online Test)

	Element 1: Develop knowledge of Australian destinations.

	1.1. 
Identify and access information sources that provide current and accurate information on Australian destinations.
	A1Q1, A4Q1,
	1
	KT6, KT19, 
	P

	UT2
	5, 15, 24,

	1.2. 
Obtain information on functional or operational features of the Australian destination that meet different client needs.
	A1Q2, A3Q1, A5Q3,
	1
	KT1, KT2, KT4, KT6, KT7, KT9, KT16, KT19, 
	P

	UT2
	11, 15, 23,

	1.3. 
Obtain key information on social, cultural and geographical features and current health and safety features of the Australian destination.
	A1Q1, A4Q2, A5Q1, A5Q2,
	
	KT6,
	P

	UT1, UT2
	15, 

	1.4. 
Record and store destination information for future use.
	
	1 to 12
	K10,
	P
	UT1, UT2
	

	Element 2: Update knowledge of Australian destinations.

	2.1. 
Use formal and informal research to update destination knowledge.
	A1Q3, A4Q1, A4Q2,
	
	KT6, K10, KT16, KT19, 
	P
	UT1, UT2
	11, 15, 

	2.2. 
Seek feedback from colleagues and customers on their experience with Australian destinations to gain first-hand information.
	A2Q1,
	
	A2

KT6, KT11,
	
	
	8, 16, 

	2.3. 
Share updated information with colleagues.
	A2Q2, A2Q3
	
	KT6,
	
	
	20, 25, 

	Element 3: Provide information and advice on specific Australian destinations.

	3.1. 
Identify the specific information and advice needs of the customer.
	A3Q1,
	1
	KT1, KT3, KT4, KT9, K10, KT12, KT16, KT19, 
	P

	UT1, UT2
	3, 7, 14, 15, 16, 23,

	3.2. 
Provide current and accurate destination information and advice.
	A1Q1, A4Q1
	1
	KT4, KT8, KT9, KT16, KT19, 
	P
	UT2
	4, 16, 

	3.3. 
Provide appropriate scope and depth of information to meet customer needs.
	A1Q2, A3Q1, A3Q4, A5Q1, A5Q2,
	1
	KT2, KT3, KT4, KT9, KT10, KT13, KT16, KT19, 
	P
	UT1, UT2
	15, 16,

	3.4. 
Present information and advice in a clear format and style.
	A3Q2, A3Q3,
	1 to 12
	KT4, KT5, KT12, KT13,
	P
	UT1, UT2
	24,

	3.5. 
Refer customers to current sources of health, safety and regulatory information.
	A3Q2, A3Q4, A5Q1, A5Q2,
	
	K10, 
	P
	UT1, 
	

	Foundation Skills

	Reading
	All test questions
	

	Writing
	
	

	Oral communication skills
	
	

	Navigate the world of work
	All test questions
	

	Interact with others
	
	


SITTTVL004 - Sell tourism products or services
	Performance criteria
	Work Task 1

(E-portfolio from course – Selling tourism products and services)
	Work Task 2

(Presentation)
	Work Task 3

(E-portfolio – Sell tourism products…and Knowledge Test)
	Work Task 4

(Itineracy)
	Work Task 5

(Urgent Tasks)
	Work Task 6

(Online Test)

	Element 1: Identify customer product needs.

	1.1. 
Establish rapport with customer to promote goodwill and trust.
	
	
	A1, A2

KT1, KT3,
	
	
	14, 16, 

	1.2. 
Use communication techniques relevant to the sales environment in which transaction is taking place.
	
	
	A1, A2

KT11,
	P

	UT1, UT2
	2, 11, 12, 13, 14, 

	1.3. 
Determine customer needs, preferences and expectations.
	
	
	KT1, KT2, KT3, KT5, KT9, K10, KT11, KT16, KT19, 
	P

	UT2
	1, 7, 14, 15, 16, 23,

	1.4. 
Identify appropriate products to meet customer needs and specific information and advice relevant to these products.
	
	1
	KT1, KT2, KT6, K7, KT8, KT9, K10, KT16, KT19, 
	P

	UT1, UT2
	1, 7, 9, 15, 16, 23, 24, 26

	1.5. 
Identify and refuse any customer requests which, if met, would breach ethical and legal commitments.
	
	
	KT8, K10, KT20, KT21
	
	
	17,

	2. Suggest products that meet customer needs.

	2.1. 
Use product knowledge to tailor product options to specific customer needs.
	
	
	A1, 
KT2, KT3, KT4, KT5, KT6, KT9, K10, KT16, KT19,
	P

	UT2
	7, 16, 

	2.2. 
Make product suggestions according to current promotional focus and organisational preferred product arrangements.
	
	1
	A1

KT2, KT3, KT4, KT5, K7, KT9, K10, KT11, 
	P

	UT2
	2, 7, 9, 16, 24, 26

	2.3. 
Make customer aware of additional products that may enhance their request and maximise the sale profitability.
	
	
	A1

KT2, KT3, KT4, KT8, KT9, K10, KT11, KT16, 
	P

	
	23,

	2.4. 
Source additional information to meet specific customer needs.
	
	
	KT1, KT2, KT3, KT4, KT6, KT8, KT9, K10, KT16, KT18, KT19,
	P

	UT1, UT2
	15, 

	3.  Provide specific product information and advice.

	3.1. 
Provide appropriate scope and depth of current and accurate product information and advice, including relevant product conditions, to meet customer needs.
	
	1
	KT1, KT2, KT3, KT4, KT6, K7, KT8, KT9, K10, KT12, KT13,
	P

	UT2
	15, 24,

	3.2. 
Suggest alternative products if desired products are unavailable.
	
	
	A1

KT1, KT2, KT9, 
	
	
	23,

	3.3. 
Present all options in a clear format and style.
	
	1 to 12
	KT4, K10, KT12, KT13, 
	P
	UT1, UT2
	23,

	3.4. 
Disclose any sales and product coordination fees in a clear and accessible manner.
	
	
	KT8, K10, KT12, KT13,
	P
	
	23,

	4. 
Sell the product

	4.1. 
Clearly explain and promote product features and benefits.
	
	1
	A1, A2

KT1, KT2, KT4, KT5, KT8, KT9, KT10, KT15,
	P

	
	3, 15, 16,

	4.2. 
Provide additional information to address customer questions and objections.
	
	
	A1

KT1, KT2, KT6, KT8, KT10, KT15,
	
	UT2
	16, 

	4.3. 
Select and use techniques to close the sale with the customer.
	
	
	KT3, KT5, KT11, KT14, KT21
	
	UT2
	

	4.4. 
Identify and act on opportunities to enhance the quality of service to customers.
	
	
	A2

KT4, KT5, KT6, K10, KT18, 
	P

	UT2
	8, 

	5. 
Follow up sales opportunities.

	5.1. 
Identify where appropriate and make follow-up contact with customer.
	
	
	A2

KT17, 
	
	
	8, 17, 18, 21,

	5.2. 
Provide required after sales service according to organisational procedures.
	
	
	A2

KT17, 
	
	
	8, 17, 18, 21,

	Foundation Skills

	Reading
	All test questions

All test questions
	

	Oral communication skills
	All test questions
	

	Numeracy skills
	Online Test: 19, 22
	

	Planning and Organising
	All test questions 
	

	


2.5
Evidence of competency

Evidence is information gathered that provides proof of competency. While evidence must be sufficient, trainers and assessors must focus on the quality of evidence rather than the quantity of evidence.

Rules of evidence

There are four rules of evidence that guide the collection of evidence. Evidence must be:

· valid – it must cover the performance evidence and knowledge evidence.
· sufficient – it must be enough to satisfy the competency.
· current – skills and knowledge must be up to date.
· authentic – it must be the learner’s own work and supporting documents must be genuine.

Principles of assessment

High quality assessments must be:

· fair – assessments are not discriminatory and do not disadvantage the candidate.
· flexible – assessments meet the candidate’ s needs and include an appropriate range of assessment methods.
· valid – assessments assess the unit/s of competency performance evidence and knowledge evidence.
· reliable – there is a common interpretation of the assessments.

Types of evidence

Types of evidence that can be collected, sighted or validated include:

· work records such as position descriptions, performance reviews, products developed, and processes followed and/or implemented.
· third-party reports from customers, managers and/or supervisors.
· training records and other recognised qualifications.
· skills and knowledge assessments.
· volunteer work.

Gathering evidence

Evidence can be gathered through:

· real work/real-time activities through observation and third-party reports.
· structured activities.

Evidence can also be gathered through:

· formative assessments: where assessment is progressive throughout the learning process and validated along the way by the trainer – also known as assessment for learning.
· summative assessment: where assessment is an exercise or simulation at the end of the learning process – also known as assessment of learning.

Evaluating evidence

The following steps may help you evaluate evidence.

	Step 1: Evidence is gathered.
	
	
	
	


	Step 2: Rules of evidence are applied – evidence is valid, sufficient, current and authentic.
	
	
	


	Step 3: Evidence meets the full requirements of the unit/s of competency.
	
	


	Step 4: The assessment process is valid, reliable, fair and flexible.
	


	Step 5: The trainer or assessor makes a straightforward and informed judgment about the candidate and completes assessment records.


2.6
Assessment records

Learners must provide evidence of how they have complied with the performance and knowledge evidence requirements outlined in the unit of competency. These requirements should be assessed in the workplace or in a simulated workplace; assessment conditions are specified in each unit of competency.

You can use the following assessment forms to record the learner’s evidence of competency: 
· The Assessment Instructions Checklist helps the trainer/assessor provide clear instructions to the candidate as to which assessment activities to complete.

· The Pre-Assessment Checklist helps the trainer determine if the learner is ready for assessment.

· The Self-Assessment Record allows the learner to assess their own abilities against the requirements of the unit of competency.

· The Performance Evidence Checklist facilitates the observation process; it allows trainers to identify skill gaps and provide useful feedback to learners.

· The Knowledge Evidence Checklist can be used to record the learner’s understanding of the knowledge evidence; it allows trainers to identify knowledge gaps and to provide useful feedback to learners.

· The Portfolio of Evidence Checklist helps the trainer annotate or detail aspects of the learner’s portfolio of evidence.

· The Workplace Assessment Checklist can be used by the learner’s supervisor to show workplace-based evidence of competence.
· The Observation Checklist/Third Party Report records the candidate’s performance in the workplace.

· The Record of Assessment form is used to summarise the outcomes of the assessment process in this unit.

· The Request for Qualification Issue is used by the assessor to inform the RTO authorities that the process for issuing a Statement of Attainment or Qualification may commence. 

Assessment instructions – SITTTVL003 and SITTTVL004
	Candidate’ s name:       
Unit of competency:  SITTTVL003 Provide advice on Australian destinations 
SITTVL004 - Sell tourism products or services
Trainer/assessor:       
Date:       

	The candidate must complete the following assessment activities, provided by the trainer/assessor:

	
	Y/N
	Whole activity/ specific questions

	Candidate Self-assessment
	
	     

	Final assessment - 
	
	     

	Final assessment - 
	
	     

	Final assessment - 
	
	     

	Portfolio
	
	     

	Workplace Assessment 
	
	     

	Workplace Assessment (video)
	
	     

	Competency Conversation (using RPL)
	
	     

	Workplace Observation
	
	     

	Third Party Report
	
	     

	Other assessment activities as detailed below:
	
	

	     
	
	     

	     
	
	     

	     
	
	

	Candidate signature: 
	     
	Date:
	     

	Assessor/trainer signature: 
	     
	Date:
	     


Pre-assessment checklist – SITTTVL003 and SITTTVL004
	Candidate’ s name:            
Unit of competency:  SITTTVL003 Provide advice on Australian destinations 

SITTVL004 - Sell tourism products or services
Trainer/assessor:           

Date:           

	Checklist

	Talked to the candidate about the purpose of the assessment
	 Yes 
 No     

	Explained the unit of competency
	 Yes 
 No     

	Discussed the various methods of assessment
	 Yes 
 No     

	In consultation with trainer/assessor, the following assessment methods will be used:

	   Question/answer
	   Observation/Demonstration
	   Log, Journal, Diary

	   Case study
	   Portfolio, work samples
	   Third Party Reports

	   Reports
	
	

	Assessment environment and process

When will assessment occur?       
Where will assessment occur?       
Special needs (if any)       
How many workplace visits are required (if appropriate)?       
What resources are required?      

	Information has been provided on the following:

	   Confidentiality procedures
	   Re-assessment policy
	   Appeals process

	   Regulatory information
	   Authenticity of candidate’ s work

	Discussed self-assessment process
	 Yes 
 No     

	Summarised information and allowed candidate to ask questions
	 Yes 
 No     

	Candidate signature: 
	     
	Date:
	     

	Assessor/trainer signature: 
	     
	Date:
	     


Self-assessment record – SITTTVL003 and SITTTVL004
	Candidate’ s name:       
	Part D

	Unit of competency:  SITTTVL003 Provide advice on Australian destinations 

SITTVL004 - Sell tourism products or services
Trainer/assessor:      
Date:      

	Tasks
	I do the workplace task…
	Candidate’s comments

	
	…very well
I’m sure I can do the task
	…quite well
I think I can do the task
	…no, or not well
I don’t (or can’t) do the task
	

	I can identify and access information on Australian tourist destinations.
	
	
	
	     

	I can identify the travel, accommodation and tour elements of an Australian tourism destination that meets a client’s needs.
	
	
	
	     

	I can obtain key information on geographical, health and safety, cultural and social features of an Australian tourist destination.
	
	
	
	     

	I can select required application to produce presentation, according to available resources and organisational policies and procedures.
	
	
	
	     

	I can apply both formal and informal research processes to identify required information.
	
	
	
	     

	I seek feedback from clients and colleagues on their experiences and knowledge of Australian tourist destinations.
	
	
	
	     

	I share my knowledge and experiences with colleagues.
	
	
	
	     

	I can through active listening and questioning, generally identify the needs of a customer.
	
	
	
	     

	I can prepare and provide current, relevant and accurate information and advice to customers.
	
	
	
	     

	I can present information to customers in a variety of ways always ensuring it is clear, easy to understand and appropriate.
	
	
	
	     

	I can name and store information appropriately, according to organisational and personal work requirements.
	
	
	
	     

	Candidate signature:
	     
	Date:
	     


Performance evidence checklist – SITTTVL003 and SITTTVL004
	Candidate’s name:            

Unit of competency:  SITTTVL003 Provide advice on Australian destinations 

SITTVL004 - Sell tourism products or services
Trainer/assessor:           

Date:           

	Did the candidate demonstrate the following performance evidence?
	Yes
	No
	N/A

	· Provide tailored information to meet the requests of at least three different customers of different customer types or demographics
	
	
	

	· For the above, the candidate accessed at least three different information sources from the following list:
· computerised reservations systems (CRS)

· destination and product libraries

· global distribution systems (GDS)

· Internet

· organisation-designed information systems

· principal or supplier information

· regional tourism office information systems
· state and federal government tourism authority information systems
	
	
	

	· Complete above activities within commercial time constraints and deadlines determined by the customer or organisation.
	
	
	

	· Complete above activities within commercial time constraints and deadlines determined by the customer or organisation.
	
	
	

	· Communicates with customers to correctly interpret their requirements.
	
	
	

	· Uses different sales techniques in response to different customer types.
	
	
	

	· Integrates product information in the sales process.
	
	
	

	In the assessment/s of the candidate’s performance evidence, did they demonstrate the four dimensions of competency?

	Task skills
	
	
	

	Task management skills
	
	
	

	Contingency management skills
	
	
	

	Job/role environment skills
	
	
	

	The candidate’ s performance was:
	   Not satisfactory
	   Satisfactory

	Feedback to candidate:

     

	Candidate signature:
	     
	Date:
	     

	Assessor/trainer signature:
	     
	Date:
	     


Knowledge evidence checklist – SITTTVL003 and SITTTVL004
	Candidate’s name:            

Unit of competency:  SITTTVL003 Provide advice on Australian destinations 

SITTVL004 - Sell tourism products or services
Trainer/assessor:           

Date:           

	Did the candidate show their knowledge of the following?
	Yes
	No
	N/A

	· Formal and informal research methods:

· accessing and reading promotional information

· accessing the internet

· attending professional development activities

· contact with other organisations.
· formal study

· informal discussions with colleagues and customers

· media
	
	
	

	· Sources of information on regions and destinations and types of products offered.
	
	
	

	· Sources of information on current health and safety issues for the destination:

· Health advisory notices issued by the federal and state or territory government health departments.
· Safety advisory information issued by federal and local police authorities and emergency service authorities.
	
	
	

	· Breadth and depth of Australian destinations including coverage of all Australian States and Territories, and the major regions and destinations therein
	
	
	

	· Features of Australian destinations:

· areas of environmental, social or cultural significance or sensitivity

· cultural elements

· facilities for customers with special needs

· local facilities

· major gateways for and transport networks within the region and destination:

· airports

· cruise ports

· accommodation facilities

· tourist attractions
	
	
	

	· Formats and inclusions used to present information to customers, and styles that cater for those with special needs.
	
	
	

	· Different procedures for storing destination information.
	
	
	

	In the assessment/s of the candidate’s knowledge evidence, did they demonstrate the four dimensions of competency?

	Task skills
	
	
	

	Task management skills
	
	
	

	Contingency management skills
	
	
	

	Job/role environment skills
	
	
	

	The candidate’ s performance was:
	   Not satisfactory
	   Satisfactory

	Feedback to candidate:

     

	Candidate signature:
	     
	Date:
	     

	Assessor/trainer signature:
	     
	Date:
	     


Portfolio of evidence checklist – SITTTVL003 and SITTTVL004
	Candidate’s name:       
	Part E

	Unit of competency:  SITTTVL003 Provide advice on Australian destinations 

SITTVL004 - Sell tourism products or services
Trainer/assessor:                

Date:                

	Description of evidence to 
include in portfolio
	Assessor’ s comments
	Tick* 

	
	
	V
	S
	C
	A

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	Candidate signature:
	     
	Date:
	     

	Assessor/trainer signature:
	     
	Date:
	     


* V = Valid; S = Sufficient: C = Current; A = Authentic
Workplace assessment checklist – SITTTVL003 and SITTTVL004
	Candidate’s name:       
	Part F

	Unit of competency:  SITTTVL003 Provide advice on Australian destinations 

SITTVL004 - Sell tourism products or services
Trainer/assessor:                

Date:                

	Name of organisation:        
Address:       
Telephone:       
Email:        
Workplace supervisor:       

	Performance evidence 

Candidate demonstrates the ability to:
	Evidence provided/observation comments

	
	Provide tailored information to meet the requests of at least three different customers of different customer types or demographics.
	     

	
	· For the above, the candidate accessed at least three different information sources from the following list:
· computerised reservations systems (CRS)

· destination and product libraries

· global distribution systems (GDS)

· Internet

· organisation-designed information systems

· principal or supplier information

· regional tourism office information systems
· state and federal government tourism authority information systems
	     

	
	Complete above activities within commercial time constraints and deadlines determined by the customer or organisation.
	     

	
	Communicates with customers to correctly interpret their requirements.
	     

	
	Uses different sales techniques in response to different customer types.
	     

	
	Integrates product information in the sales process.
	     

	Knowledge evidence
Candidate knows and understands:
	

	
	· Formal and informal research methods:

· accessing and reading promotional information

· accessing the internet

· attending professional development activities

· contact with other organisations

· formal study

· informal discussions with colleagues and customers
	     

	
	Sources of information on regions and destinations and types of products offered.
	     

	
	· Sources of information on current health and safety issues for the destination:

· Health advisory notices issued by the federal and state or territory government health departments.
· Safety advisory information issued by federal and local police authorities and emergency service authorities
	     

	
	Breadth and depth of Australian destinations including coverage of all Australian States and Territories, and the major regions and destinations therein.
	     

	
	· Features of Australian destinations:

· areas of environmental, social or cultural significance or sensitivity

· cultural elements

· facilities for customers with special needs

· local facilities

· major gateways for and transport networks within the region and destination:

· airports

· cruise ports

· accommodation facilities

· tourist attractions.
	     


	
	Formats and inclusions used to present information to customers, and styles that cater for those with special needs.
	     

	
	Different procedures for storing destination information.
	     

	Workplace supervisor’ s signature:
	     
	Date:
	     


	TEIA Ltd

	Observation Checklist/Third Party Report

	This is a confidential report. It is for the perusal of the supervisor, the candidate, and the assessor. (Part G)

	Name of candidate:
	     

	Units of competency:
	SITTTVL003 Provide advice on Australian destinations 

SITTVL004 - Sell tourism products or services


As part of the assessment for the units of competency above we are seeking evidence to support a judgement about the above candidate’s competence. This report may be completed as either an Assessor Observation Checklist or a Third-Party Report where the candidate has access to a suitable work environment. Multiple reports may be completed where a single person is unable to verify all elements.

Note that assessors may also use this document to record and confirm competency in routine tasks associated with a learning program over an extended period, i.e. accumulated evidence.


	This report is being completed as:
	   Assessor Observation

    Third Party Report

	Name of Supervisor:
	     

	Position of Supervisor:
	     

	Workplace:
	     

	Address:
	     

	Telephone:
	     

	Email:
	     

	Has the purpose of the candidate's assessment been explained to you?
	  Yes         No

	Are you aware that the candidate will see a copy of this form?
	  Yes         No

	Are you willing to be contacted should further verification of this statement be required?
	  Yes         No

	What is your relationship to the candidate?
	     

	How long have you worked with the person being assessed?
	     

	How closely do you work with the candidate in the area being assessed?
	     


	What is your experience and/or qualification(s) in the area being assessed? (Include teaching qualifications if relevant.)
	     



	Does the candidate consistently perform the following workplace activities?
	Yes
	No

	 Has this person, on three occasions, prepared and provided travel information to three customers?
	
	

	Has this person provided current, relevant and accurate information on at least five different features of two different Australian tourism destinations to clients?
	
	

	Do they provide information by accessing at least three different information sources that are commonly used by the tourism industry.
	
	

	Can they follow designated timelines?
	
	

	Are they consistent in their engagement with customers?
	
	

	Do they make use for formal and informal research processes to find information for clients and colleagues?
	
	

	Do they address the health and safety needs of the customers when planning their itineraries?
	
	

	Are they able to cover the breadth and depth of Australian destinations including coverage of all Australian States and Territories, and the major regions and destinations?
	
	

	Can they identify appropriate features of an Australian destination that customers may express interest in?
	
	

	Are they able to present the information appropriately to a customer to address that customer’s needs and the accountabilities of the organisation?
	
	

	Do they use organisationally required means of storing information?
	
	

	Task 1
· Prepare an itinerary for a customer covering travel, accommodation and potential features for their attention within Australia.
	
	

	Comment (if relevant):
     

	Task 2
·      
	
	

	Comment (if relevant):
     

	· Task 3

·      
	
	

	Comment (if relevant):
     

	Does the candidate:
	Yes
	No

	· perform job tasks to industry standards?
	
	

	· manage job tasks effectively?
	
	

	· implement safe working practices?
	
	

	· solve problems on-the-job?
	
	

	· work well with others?
	
	

	· adapt to new tasks?
	
	

	· cope with unusual or non-routine situations?
	
	

	·      
	
	

	Overall, do you believe the candidate performs to the standard required by the units of competency on a consistent basis?
	    No  Yes        

	Identify any further training in this area that the candidate may require:

	     

	Comments:

	     

	Supervisor’s Signature: 
	Date:      


	Record of Assessment – SITTVL003
 SITTTVL003 Provide advice on Australian destinations 

	Name of candidate
	     

	Name of assessor
	     

	Use the checklist below as a basis for judging whether the candidate’s document and supporting evidence meets the required competency standard.

	
	Yes       No

	1. Develop knowledge of Australian destinations.
	      

	1.1. 
Identify and access information sources that provide current and accurate information on Australian destinations.

1.2. 
Obtain information on functional or operational features of the Australian destination that meet different client needs.

1.3. 
Obtain key information on social, cultural and geographical features and current health and safety features of the Australian destination.

1.4. 
Record and store destination information for future use.
	

	
	

	2. Update knowledge of Australian destinations.
	      

	2.1. 
Use formal and informal research to update destination knowledge.

2.2. 
Seek feedback from colleagues and customers on their experience with Australian destinations to gain first-hand information.

2.3. 
Share updated information with colleagues.
	

	
	

	
	

	3. Provide information and advice on specific Australian destinations.
	      

	3.1. 
Identify the specific information and advice needs of the customer.
3.2. 
Provide current and accurate destination information and advice.

3.3. 
Provide appropriate scope and depth of information to meet customer needs.

3.4. 
Present information and advice in a clear format and style.

3.5. 
Refer customers to current sources of health, safety and regulatory information.
	

	Does the candidate meet all the unit of competency’s requirements?

	
	Yes
	No

	· Critical evidence requirements met
	       

	· Underpinning knowledge and understanding demonstrated
	       

	· Key competencies / Employability skills demonstrated at appropriate level
	       

	· Sufficiency of evidence
	       

	


	Evidence provided for this unit of competency is…
	Valid
	Authentic
	Current

	
	
	
	


	Candidate is:

	Competent  
	
	Not competent currently     
	

	Withdrawn after participation
	
	Withdrawn without participation  
	

	Not seeking assessment  
	
	
	

	Signed by the assessor:                                                                          Date:       


	Feedback to candidate

       


	Record of Assessment – SITTVL004
 SITTTVL004 Sell tourism products or services

	Name of candidate
	     

	Name of assessor
	     

	Use the checklist below as a basis for judging whether the candidate’s document and supporting evidence meets the required competency standard.

	
	Yes       No

	1. Identify customer product needs.
	      

	1.1. 
Establish rapport with customer to promote goodwill and trust.
1.2. 
Use communication techniques relevant to the sales environment in which transaction is taking place.

1.3. 
Determine customer needs, preferences and expectations.

1.4. 
Identify appropriate products to meet customer needs and specific information and advice relevant to these products.

1.5. 
Identify and refuse any customer requests which, if met, would breach ethical and legal commitments.
	

	
	

	2. Suggest products that meet customer needs.
	      

	2.1. 
Use product knowledge to tailor product options to specific customer needs.

2.2. 
Make product suggestions according to current promotional focus and organisational preferred product arrangements.

2.3. 
Make customer aware of additional products that may enhance their request and maximise the sale profitability.

2.4. 
Source additional information to meet specific customer needs.
	

	
	

	
	

	3. Provide specific product information and advice.
	      

	3.1. 
Provide appropriate scope and depth of current and accurate product information and advice, including relevant product conditions, to meet customer needs.
3.2. 
Suggest alternative products if desired products are unavailable.

3.3. 
Present all options in a clear format and style.

3.4. 
Disclose any sales and product coordination fees in a clear and accessible manner.
	

	4. Sell the product.
	      

	4.1. 
Clearly explain and promote product features and benefits.

4.2. 
Provide additional information to address customer questions and objections.

4.3. 
Select and use techniques to close the sale with the customer.

4.4. 
Identify and act on opportunities to enhance the quality of service to customers.
	

	5. Follow up sales opportunities.
	      

	5.1. 
Identify where appropriate and make follow-up contact with customer.

5.2. 
Provide required after sales service according to organisational procedures.
	

	Does the candidate meet the unit of competency’s requirements?

	
	Yes
	No

	· Critical evidence requirements met
	       

	· Underpinning knowledge and understanding demonstrated
	       

	· Key competencies / Employability skills demonstrated at appropriate level
	       

	· Sufficiency of evidence
	       

	

	Evidence provided for this unit of competency is…
	Valid
	Authentic
	Current

	
	
	
	


	Candidate is:

	Competent  
	
	Not competent currently     
	

	Withdrawn after participation
	
	Withdrawn without participation  
	

	Not seeking assessment  
	
	
	

	Signed by the assessor:                                                                          Date:       


	Feedback to candidate

       


Request for Qualification Issue

As the assessor this course working with this learner, my records indicate the following Statements of Attainment/Qualification should be issued as detailed below:
	Student’s Name:
	 

	Organisation:
	 


Qualification/Statements of Attainment Details

	Statement/s of Attainment
Units of Competency

	  
Tick if SOA required
	Full Qualification

SIT30122 

Certificate III in Tourism

	
Tick if Qualification required

	
	SITTIND003 
Source and use information on the tourism and travel industry*
	
	SITTIND003 
Source and use information on the tourism and travel industry*

	
	SITXCCS014
Provide service to customers*
	
	SITXCCS014
Provide service to customers*

	
	SITXCOM007
Show social and cultural sensitivity*
	
	SITXCOM007
Show social and cultural sensitivity*

	
	SITXWHS005
Participate in safe work practice*
	
	SITXWHS005
Participate in safe work practice*

	
	SITHFAB021
Provide responsible service of alcohol (Group E)
	
	SITHFAB021
Provide responsible service of alcohol (Group E)

	
	SITHFAB025
Prepare and serve espresso coffee (Group E)
	
	SITHFAB025
Prepare and serve espresso coffee (Group E)

	
	SITHIND005
Use hygienic practices for hospitality service (Group E)
	
	SITHIND005
Use hygienic practices for hospitality service (Group E)

	
	SITXFSA005
Use hygienic practices for food safety (Group E)
	
	SITXFSA005
Use hygienic practices for food safety (Group E)

	
	SITXHRM007
Coach others in job skills (Group E)
	
	SITXHRM007
Coach others in job skills (Group E)

	
	SITXCCS011
Interact with customers (Group E)
	
	SITXCCS011
Interact with customers (Group E)

	
	SITXCCS010
Provide visitor information (Group A)
	
	SITXCCS010
Provide visitor information (Group A)

	
	SITTTVL001
Access and interpret product information
	
	SITTTVL001
Access and interpret product information

	
	SITTTVL004
Sell tourism products or services
	
	SITTTVL004
Sell tourism products or services

	
	SITTTVL003
Provide advice on Australian destinations
	
	SITTTVL003
Provide advice on Australian destinations

	
	SITTTVL005
Prepare customer quotations
	
	SITTTVL005
Prepare customer quotations


(4 core units asterisked and 11 elective units drawn from required groups; RCC units must have industry/RTO accreditation)
Assessor’s Review 

	As the assessor I have…
	Yes
	No

	Checked that all units of competency listed have been judged Competent.

	
	

	Checked other Training Package requirements have been addressed (e.g. foundation skills, essential elements, etc.)

	
	

	Confirmed Literacy and Numeracy requirements as per qualification have been achieved.
	
	

	Comments:
     


	Assessor’s Name:
	

	Assessor’s Email:
	     
	Assessor’s Telephone:
	     

	Authorised by School/Institution Representative:
	

	Date:
	

	Processed at RTO by:
	     

	Date:
	     


Note:  The issuing of the qualification incurs a fee.  This may change so contact TEIA for the most current arrangement. An invoice will accompany the printed documents and be returned by post to either the candidate or the funding organisation.

Glossary

This glossary explains common terminology used in the VET sector and in this trainer’s and assessor’s guide.

Access and equity: Applying access and equity principles to training and assessment means meeting the individual needs of learners without discriminating in terms of age, gender, ethnicity, disability, sexuality, language, literacy and numeracy level, etc.

Assessment: Assessment means collecting evidence and making decisions as to whether a learner has achieved competency. Assessment confirms the learner can perform to the expected workplace standard, as outlined in the units of competency.

Assessment mapping: Assessment mapping ensures assessments meet the requirements of the unit/s of competency through a process of cross-referencing.

Assessment records: Assessment records are the documentation used to record the learner’s evidence of competency.

Assessment tools: Assessment tools are the instruments and procedures used to gather, interpret and evaluate evidence.

AQTF: The AQTF is the Australian Quality Training Framework. It was superseded by the VET Quality Framework and the Standards for NVR Registered Training Organisations in some jurisdictions in July 2011. 
AQTF standards: The AQTF standards are national standards designed to ensure high-quality training and assessment outcomes. They were superseded by the VET Quality Framework and the Standards for NVR Registered Training Organisations in some jurisdictions in July 2011.

ASQA: ASQA is the Australian Skills Quality Authority, the national regulator for Australia’s vocational education and training sector. ASQA regulates courses and training providers to ensure nationally approved quality standards are met.

Authentic/authenticity: Authenticity is one of the rules of evidence. It means the learner’s work and supporting documents must be genuinely their own.

Competency: Competency relates to the learner’s ability to meet the requirements of the unit/s of competency in terms of skills and knowledge.

Current/currency: Currency is one of the rules of evidence. It means ensuring the learner’s skills and knowledge are up to date.

Delivery plans: Delivery plans are lesson plans that guide the process of instruction for trainers.

Dimensions of competency: The dimensions of competency relate to all aspects of work performance. There are four dimensions of competency: task skills, task management skills, contingency management skills and job/role environment skills.

Fair/fairness: Fairness is one of the principles of assessment. It means assessments must not be discriminatory and must not disadvantage the candidate.

Flexible/flexibility: Flexibility is one of the principles of assessment. It means assessments must meet the candidate’s needs and include an appropriate range of assessment methods.

Knowledge evidence: Knowledge evidence is specified in the unit of competency. It identifies what a person needs to know to perform the work in an informed way.

Performance evidence: Performance evidence is specified in the unit of competency. It describes how the knowledge evidence is applied in the workplace.

Principles of assessment: Principles of assessment ensure quality outcomes. There are four principles of assessment – fair, flexible, valid and reliable.

Recognition: Recognition is an assessment process where learners match their previous training, work or life experience with the performance and knowledge evidence outlined in the units of competency relevant for a qualification.

Reliable/reliability: Reliability is one of the principles of assessment. It means that assessment must have a common interpretation.

Rules of evidence: Rules of evidence guide the collection of evidence. There are four rules of evidence – it must be valid, sufficient, current and authentic.

Skill sets: Skill sets are single units of competency or combinations of units of competency that link to a licence, regulatory requirement or defined industry need. They build on a relevant qualification.

Standards for NVR Registered Training Organisations 2011: The Standards for NVR Registered Training Organisations superseded the AQTF in some jurisdictions in July 2011. They are designed to ensure nationally consistent, high-quality training and assessment services for the clients of Australia’ s vocational education and training (VET) system.

Sufficient/sufficiency: Sufficiency is one of the rules of evidence. Sufficiency of evidence means there is enough to satisfy the unit/s of competency.

Training and assessment strategy: A training and assessment strategy must be developed by training organisations for all their training programs. It is a framework that guides the learning requirements.

Valid: The term valid relates to the rules of evidence and principles of assessment. It means meeting the unit/s of competency’s performance and knowledge evidence requirements.

Validation of assessment: Validation of assessment means a range of assessors must review, compare and evaluate assessments and assessment processes on a regular basis to ensure they meet the unit/s of competency assessed. The evaluation process must be documented and form part of the RTO’s continuous improvement process.

VET Quality Framework: The VET Quality Framework superseded the AQTF in some jurisdictions in July 2011. It is aimed at achieving greater national consistency in the way providers are registered and monitored and in how standards in the VET sector are enforced.
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