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Introduction
This set of assessment tools is for the unit of competency SITTTVL005 Prepare customer quotations.
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 unit of competency SITTTVL005 Prepare customer quotations and other information relevant to it.
The candidate is required to demonstrate the performance outcomes, skills and knowledge required to calculate the costs of products and services and to present quotations to customers. It requires the ability to provide quotations for products and services where business pricing has already been determined.
It may relate to any travel industry organisation and quotations can be for any international or domestic product. The organisation could be a principal (the supplier) or an agent quoting on products and services on behalf of the principal.
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 SITTTVL005 Prepare customer quotations to the unit of competency.

	 SITTTVL005 Prepare customer quotations 
	Where covered in on-line course

	Element 1: Calculate costs of products and services.

	1.1. 
Create client profile to administer customer details and requirements.
	Task 10

	1.2. 
Source, select and interpret product and costing information to prepare quotation.
	Task 10

	1.3. 
Calculate commissions or mark-up net costs according to organisational procedures to determine a profitable selling price.
	Task 10

	1.4. 
Use relevant system to calculate any additional taxes, special fees and other charges.
	Task 10

	1.5. 
Use relevant system to calculate any required currency conversions.
	Task 10

	1.6. 
Check product or service package or itinerary calculation against all individual product and service components.
	Task 10

	1.7. 
Determine final cost of product or service package or itinerary and record on client profile according to organisational procedures.
	Task 10

	Element 2: Provide quotations to customer.

	2.1. 
Prepare quotation to reflect required customer inclusions.
	Task 10

	2.2. 
Promptly provide quotation to customer according to organisational procedures and formats.
	Task 10

	2.3. 
Include accurate details of cost of product and service provision, and conditions and limitations of quotation.
	Task 10

	2.4. 
Offer secondary quotations with options, as appropriate.
	Task 10

	2.5. 
Record details of quotation accurately and file according to organisational procedures.
	Task 10

	2.6. 
Minimise use of printed materials and maximise electronic transmission and record keeping to reduce waste.
	Task 10

	Element 3: Update and record quotations.

	3.1. 
Adjust and update quotations to take account of changed requests or arrangements.
	Task 10

	3.2. 
Provide most up-to-date quotation to customer inclusive of current conditions and limitations.
	Task 10

	3.3. 
Record all details of adjusted quotations and file.
	Task 10


1.2
Assessment requirements 

SITTTVL005 Prepare customer quotations covers the outcomes, skills and knowledge required to calculate the costs of products and services and to present quotations to customers. 
It requires the ability to provide quotations for products and services where business pricing has already been determined. 
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 SITTTVL005 Prepare customer quotations consists of demonstrating the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit in the context of the job role.
During the above, the candidate must:

· prepare three quotations, each including at least three different product or service components from the list in the knowledge evidence.
· across the above quotations the following product or service components must be included on at least one occasion each:

· international airfare

· domestic airfare

· cruise

· packaged touring

· tour land arrangements

· integrate commissions, mark-ups and fees into each of the above quotations.
· complete above activities within commercial time constraints and deadlines determined by the customer and the organisation.
Knowledge evidence
The knowledge evidence within the unit SITTTVL005 Prepare customer quotations consists of:

· specific industry sector and organisation:

· quotation systems and procedures

· costs and features of products sold

· sources of costs for products, services and fees

· commission and mark-up rates and procedures

· formats for and inclusions of quotations presented to customers

· conditions and limitations of quotation considerations:

· changes to pre-existing quotation or booking

· exclusions

· general conditions, rules and legislative requirements

· inclusion of fees, taxes and levies

· expiry date of quotation

· methods of customer accepting quotation

· payment requirements

· itineraries and prices being subject to change

· product and service components of quotations:

· accommodation

· attractions

· air product

· cruise product

· tours

· transportation

· travel insurance

· vehicle rental

· additional fees and other charges that apply to customer bookings.
· primary components of consumer protection laws that relate to providing quotations and organisational responsibility for:

· nominating and charging cancellation fees

· providing information on potential price increases

· providing refunds and future credits

· supplying products as described or substituting suitable products when product is unavailable. 
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, information systems and software currently used by the travel industry

· Internet

· storage for computer data

· current costing information for travel products and services

· operational documentation

· details of supplier contracts and customer files

· current plain English regulatory documents distributed by government consumer protection regulators

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

· customers and suppliers 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.
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 skills
	
	· Interpret documents, customer files, customer requests and complex product costing information.

	Writing skills
	
	· Record customer details and requests, complex quotations and all quotation options in a clear format and style, with accurate details of conditions and limitations specifically applicable to the quotation.


	Oral communication skills
	
	· Discuss supplier costs and negotiate a mutually agreeable rate. Question suppliers about product details.

	Numeracy skills
	
	· Interpret complex product and costing information and calculate complex costs for all products.
· Interpret and calculate any sales and product coordination fees. 
· Use the 24-hour clock in both oral and written contexts.

	Problem solving skills
	
	· Identify and resolve mistakes in calculations.

	Planning and organising skills
	
	· Prepare quotations in correct customer file sequence according to the earliest service dates for customers.

	Technology skills
	
	· Use a computer and keyboard.
· Use features of electronic databases.


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 of 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.
Abbreviations: Shortened forms of a set of words, consisting of initial letters pronounced separately, for example, Townsville (TVL).
Accreditation: A process of external verification to provide evidence that a standard of quality has been achieved, for example, competency, authority or credibility.

Acknowledgement: A communication indicating that something has been received or understood.

Action Buttons: Predefined navigation buttons, such as Home, Help, Back, Next, and End, that help you navigate to a particular part of a presentation or a file.

Accounts Payable (A/P): A financial term referring to the number of transactions which have been accrued but not paid to a vendor; 2) An accounting function.
Accounts Receivable (A/R): On a company's balance sheet, accounts receivable is the amount that customers owe to that company. Sometimes called trade receivables, they are classified as current assets assuming that they are due within one year.
AFTA: Australian Federation of Travel Agents

AITT: Australian Institute of Travel and Tourism.
Allotment: A limited number of rooms or seats available to wholesalers to free sell.

ANR Arrival notification report used by wholesale agents.

APEX: Airlines advanced purchase fare.

ATE: Australian Tourism Exchange. ATE is Australia’s largest international tourism trade show for inbound operators and overseas wholesalers; coordinated by Tourism Australia.

ATEC: Australian Tourism Export Council, formerly known as ITOA.

ATLAS: Computer/reservation system used by some travel agents.

ATO: Australian Tax Office

Attendance building: Marketing and promotional programs designed to increase attendance at conventions, trade shows, meetings, and events.

Attraction: A man-made or natural facility, location or activity that offers an item or items of specific interest.

Availability: Dates available for booking a tourism product.

Average rate per room occupied: A very useful statistic that is calculated by dividing total sales of rooms during a set period by the total number of rooms occupied during that period.

AVIC: Accredited visitor information centre. Travel information centres located at a destination to assist visitors to the area. AVICs provide information about accommodation, tours, activities, events, etc. Some AVICs also make bookings. AVICs are “accredited” centres, identified by an italic “i”.

B&B: Bed and breakfast facility; usually not more than six rooms.

Benchmarking: Comparing results with similar tourism businesses or assessing the business against an industry average.

Block booking: Hotel rooms held without deposit for regular group travel.

Booked: Hotel rooms, airline tickets or other travel services held for a specific client.

Booking: Term used to refer to a completed sale by a destination, convention centre, facility, hotel or supplier (that is, convention, meeting, trade show or group business booking).

Business events: Events including conferences, incentives, meetings, exhibitions and product launches.

Business travel: Travel for commercial, governmental or educational purposes. Leisure is a secondary motivation.

Buyer: A member of the travel trade who reserves room blocks from accommodation or coordinates the development of a travel product.

Carriers: Recognised transport operators, for example, bus, ship or air.

Charter group: Group travel, in which a previously organised group travels together usually on a customised itinerary.

Chamber of commerce (C of C): Serves as an advocate for the community and business, as well as a resource for consumers and businesses. Chambers of commerce comprise local businesspeople, council representatives, etc. They aim to improve local economic development through a variety of means, for example, professional development of members and promotion of the town as a business centre or tourism centre.

Commissions: A percentage of the total product cost paid to travel agents and other travel product distributors for selling the product to the consumer. Travel agents usually receive an amount averaging no less than 10% of the retail price. Wholesalers or inbound tour operators usually receive 20–30% of the advertised price. Commission levels for online travel agencies vary.

Complimentary: No charge is made for the item or service offered.

Convention and visitors’ bureau: These organisations are local tourism marketing organisations specialising in developing conventions, meetings, conferences and visitation to a city or region.

Conventions and conferences: These are opportunities for the tourism industry to gain up to date industry knowledge and build relationships.

Conversion study: Research study to analyse whether advertising respondents were converted to travellers because of advertising and follow-up material.

Co-op advertising: Advertising funded by two or more destinations and/or suppliers.

Co-operative marketing: Marketing programs involving two or more participating companies, institutions or organisations.

Co-operative partner: An independent firm or organisation that works with a tourism office by providing cash or “in kind” contributions to expand the marketing impact of the tourism office’s program.

Cost benefit analysis: A comparison between costs and benefits.

Cover: Each diner at a restaurant.

CRS: Central reservations system.

Demographic profile: Personal information about customers used to understand their buying or selling preferences, for example, age, income and gender.

Deposit: Money paid to secure a reservation.

Destination: A hotel, resort, attraction, city, region or state.

Destination marketing: Advertising and promotions, aimed at consumer and trade, designed to build awareness and desire to travel to a particular location.

Discounted fare: Negotiated air fare for convention, trade show, meeting, group or corporate travel.

Discretionary costs: Costs over which an operator has control, for example, salaries, marketing and training.

Distribution: A marketing term used to describe the physical means by which a product or service is made known to customers.

Direct bookings: Reservations made directly with the tourism operator.

Documentation: All the tickets and vouchers that are sent to agents for a customer’s travel arrangements.

Domestic market: Australians travelling within their own country.

ETA: Estimated time of arrival.

ETD: Estimated time of departure.

Familiarisation tours (Famils): Organised free trips for travel agents, tour wholesalers, inbound tour operators, journalists or other members of the travel trade for educating and “familiarising” them with tourism destinations and products. By seeing the destinations to which they are sending travellers, the travel trade is better prepared to answer customer questions and promote travel to the location. In the case of journalists, the famil should result in free publicity coverage.

Feasibility study: A technique used to assess the financial potential of a proposed development. All aspects of the project are examined – financial, human resources, marketing, etc.

Feature: An article in a travel publication or a characteristic of a service or product, for example, price, convenience, safety or quality.

FIT: Free independent traveller. These travellers travel independently, not in a group.

Fixed costs: Costs that do not vary, and including costs that the operator has no control over, for example, rates, licences, etc.

Fly/drive:  A package tour concept that includes a minimum of round-trip or one-way air travel and rental car to the destination.

FOC: Free of charge.

FORTO: Forum Of Regional Tourism Organisations.

Frequency: The number of times an advertisement appears during a given campaign.

Free sale: A travel component (room or seat) allotted to a wholesaler, which they can sell and confirm directly with the client without checking availability.

Fulfilment: Service to consumers and trade who request information because of advertising or promotional programs, for example, brochure or website. Service often includes a 1800 number, sales staff and distribution of materials.

Galileo: Airline reservation system.

Gateway/gateway city: A major airport, rail or bus centre through which tourists and travellers enter from outside the region.

GIT: Group independent travel. Group travel, where individuals purchase a group package and travel with others according to a pre-set itinerary.

Gross rate: Same as rack or retail rate. The rate quoted to the general public/customer on your webpage and on any promotional material that is targeting the customer directly. The retail rate is the amount the customer pays and should be consistent across the entire distribution network.

Group rate: Negotiated rate for convention, trade show, meeting, tour or incentive group.

Group travel: A prepaid tour usually with a set itinerary and number of travellers.

GSA: General sales agent. A person who represents a product or service for promotion and sales purposes.

GST: Goods and Services Tax.

High season: The time of year when tourist activity and rates charged are generally at their highest.

Hospitality industry: Another term for the tourism industry, usually associated with hotel and restaurant operators.

IATA: International Air Transport Association.

ITO: Inbound tour operator. ITOs, also known as ground operators, are Australian-based businesses that specialise in developing programs and itineraries for distribution through overseas travel distributors, in liaison with Australian tourism suppliers.

Inbound traveller: Overseas traveller coming to Australia.

ITB Internationale: Tourismus Borse is the international tourism exchange held in Berlin.

Icon: A facility or landmark which is visually synonymous with a destination.

Incentive house: A package tour operator, wholesaler or travel agency that primarily organises, packages and sells incentive travel.

Incentive travel: The term used for travel offered by corporations as a reward for top performance by staff or by distributors/clients. Also the term used for the business that develops, markets and operates these programs.

Inclusive tour: A tour program that includes a variety of features for a single rate (air fare,

accommodation, sightseeing, performances, etc.).

International marketing: Marketing a destination, product or service to consumers and the trade outside of Australia.

Itinerary: Detailed description of a traveller’s journey as shown on their tickets; can also include accommodation and other pre-arranged activities.

Inventory: The process of keeping track of available tourism product.

Leisure travel: Travel for recreational, sightseeing, relaxation and other purposes. Leisure is the primary motivation.

Leverage: Using assets or events to strategic advantage.

LGA: Local government authority.

LTA: Local tourist association.

Local market: The market for a product, generally in the local area, or region, but in some instances, the intrastate market.

Low season: The time of year when tourist activity and rates are at their lowest.

Market segmentation: The division of the total market into groups of customers with common characteristics.

Market share: The percentage of business within a market category.

Market volume: The total number of travellers within a market category.

Marketing environment: Outside factors that affect a business and which an operator has no control over, such as government policy, technological changes, societal changes, competition and industry trends.

Marketing mix: The mix of media (radio, print, television, online, direct marketing, etc.) used to bring your product to the attention of consumers.

Marketing plan: Contains a mission statement, situation analysis, marketing objectives, strategies, tactics and programs for monitoring and control.

Media release: See press release.

Media visit: Organised trip for travel writers for the purpose of assisting them to develop stories about tourist destinations. A media visit might also be just one journalist going to a destination with the assistance of a state tourism office.

Mission: Sales missions are promotional, and sales trip coordinated by a state tourism office, convention and visitors’ bureau or key industry member to increase product awareness and sales, and to enhance image. Target audiences include wholesalers, incentive travel planners, travel agents, meeting planners, convention and trade show managers and media. Missions often cover several international or domestic destinations and include private and public sector participants. Missions are often attended by representatives of the destination and mission components often include receptions, entertainment, presentations and pre-scheduled sales and media calls.

Nett rate: The rate provided to wholesalers and inbound tour operators that is the absolute minimum an operator could sell their product for and still make a profit. It includes all operator costs plus a profit margin. The nett rate is then marked up by the travel trade to sell to the customer.

No show: A customer with a reservation at a restaurant, hotel etc., who fails to show up and does not cancel.

National tourism organisation (NTO): The government body responsible for marketing the whole country.

Occupancy rate: A percentage that indicates the number of nights sold (compared with the number available) in a hotel, resort, motel or destination.

Off peak: Period when business is slowest.

Operator: The owner and/or manager of the product.

OTA: Online travel agency.

Override commission: Special bonus commission for reaching pre-determined levels of sales over and above the normal commissions paid.

Package: A fixed price saleable travel product that offers a mix of elements such as transportation, accommodation, restaurants, entertainment, cultural activities, sightseeing and car rental. Packages makes it easy for a traveller to buy and enjoy a destination or several destinations.

PATA: Pacific Asia Travel Association.

PAX: Passengers.

PCO: Professional conference organiser.

Peak: Primary travel season.

Preferred agent: Agent who has a formal arrangement with a wholesaler and who prefers to use that wholesaler’s product.

Press/media release: A news article or feature story created by an operator for potential placement in the media.

Pre- and Post-convention tours: Packages that are specifically designed for attendees of a particular convention or meeting.

Pre-registration: Relating to accommodation, occurs when a guest is pre-assigned a room, which is available to them on arrival.

Product: Term used to describe any place or service used by tourists, including hotel, motel, inn, lodge or other accommodation facility, as well as tour, attraction or activity.

Providers: Suppliers of tourist services and products.

Qualitative research: Research comprised of in-depth, open-ended responses, which allows respondents to put answers in their own words. This type of research can provide detailed insights; however, results cannot be presented numerically.

Quantitative research: Research comprised of structured questions, which provides uniform results that are representative of the desired population. This type of research allows for many people to be surveyed cost effectively and is valuable to produce general information, such as market profiling; considered more robust than qualitative research for business planning and financial feasibility assessments.

Rack rate: See gross rate.

Reach: The percentage of people within a specific target audience reached by an advertising campaign.

Repeat business: Business that returns, thereby generating increased profits.

Reservation: The advance booking of a travel product or component.

Reservation systems: Computerised systems used by travel agencies to determine availability and arrange bookings of services, such as airline, hotel, car rental and tours.

Retail agent: A travel agent.

Retail rate: See gross rate.

Retailer: Another term for travel agents who sell travel products directly to consumers.

Room allocation: A limited number of rooms or seats available to wholesalers to free sell.

RTO: Regional tourism organisation.

Sales mission:  Suppliers from one tourism area travel together to another state or country for the purpose of collectively promoting travel to their home area. Sales missions may include educational seminars for travel agents and wholesalers. 
Sales seminar: An educational session in which travel agents, ITOs, wholesalers and other members of the travel trade congregate to receive briefings about tourism destinations.

Seasonality: Business fluctuations across the seasons.

Seasonal travel: Travel industry business cycles, such as high or peak, low or off peak, and shoulder season.

Shoulder: Period between peak and off-peak periods when business is stronger than off peak but has room for growth.

Share: Share room in a hotel, motel, B&B or other accommodation.

Shell: A marketing and sales promotional item that depicts a destination, accommodation or attraction on the cover and provides space for copy to be added later. Sometimes referred to as a template.

Site inspection: An assessment tour of a destination or facility to determine if a specific site is suitable for an event. Conducted by a meeting planner, convention or trade show manager, site selection committee, ITO, wholesaler or incentive travel manager.

Standby rate: Lower than the rack rate. Reservations are generally not held or guaranteed.

Stakeholders: The individuals and organisations that are considered, consulted and potentially involved in developing policy, strategy, initiatives and decision-making.

STO: State tourism organisation. State government body responsible for marketing and developing tourism in a state.

Suppliers: Those businesses that provide industry products, such as accommodation, transportation, touring, restaurants and attractions.

Target market: A specific group to whom marketing activities are directed.

Tariff: Rates quoted and published by a travel industry supplier, for example, hotels, touring companies and attractions. An annual tariff is produced April to March each year for use in sales calls and at trade shows.

TIC: Tourism Industry Council. Representative body for the tourism industry.

Tourism accreditation: A scheme designed to ensure continuous provision of quality service and product by tourism operators.

Tourism Australia: Commonwealth Government Statutory Authority responsible for both international and domestic tourism marketing of Australia, and the delivery of research and forecasts for the tourism sector.

Tourism component: A single travel component. Grouped together tour components form a package.

TRA: Tourism Research Australia.

Tourist: Definitions vary but, in general, a tourist is someone who leaves their own economic trade area and stays overnight (usually travelling a minimum of 50 to 100 kilometres).

Trade show: Exhibition of tourism goods and services to the industry.

Travel: Leisure and other types of travel, including business, medical care and educational travel. All tourism is travel, but not all travel is tourism.

Travel agent: An individual who arranges travel for individuals or groups. Travel agents may be generalists or specialists, who service a particular area, for example, cruises, adventure travel, conventions and meetings. Travel agents receive about 10% commission from accommodation, transportation companies and attractions, for coordinating a travel booking. They typically coordinate travel for their customers at the same or lower cost than if the customer booked the travel on their own.

Travel product: Refers to any product or service that is bought or sold to consumers or trade, including accommodation, attractions, events, tours, restaurants and transportation.

Travel industry: The collective term for online travel agents, ITOs, wholesalers and travel agents, also known as “travel trade”.

USP: Unique selling proposition. The sustainable, competitive edge a product has over other products.

Variable costs: Costs that vary depending on when an item is purchased. This applies to items such as fuel or food.

VFR: Visiting friends and relatives. The same as tourists, however, they are usually staying in private homes and their principal reason for travel is to visit friends or relatives.

VIC: Visitor information centre. An information centre located at a destination to assist visitors to the area. VICs provide information and advice about accommodation, tours, activities and events, and make bookings. Accredited centres are identified by an italic i. Non-accredited centres are identified by a white roman “i”.

Voucher: Confirmation slip, advice notice or pre-payment instrument that is exchanged for the travel service.

Wholesaler: An individual or company that develops its own packages and itineraries to make travel planning and advice easier for travel agents and consumers. Often, they are located in an overseas market, purchasing programs developed by Australian-based ITOs. Packages usually offer transport, accommodation, tours and attractions.

Yield: The dollar amount generated from a customer transaction after deducting all the fixed, variable and discretionary costs.
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 10 of this course.
Preparation:

· You must be able to have basic numeracy in mathematical operations and the calculation of percentages. If you feel you need additional work in this area, contact your supervisor immediately.

· You should work through the tasks as provided in the emails in sequential order. 

· You will need to access templates from the Bunjappy Organisational Resources page.

· Read the first email from Margaret Dunn (Monitor). You should plan to start thinking about this task during your learning phase. In this email she instructs you to complete a short course – Preparing quotations (Email – Margaret Dunn 1). 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.

	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, Preparing quotations.
	


Starting your first work task:

· Read the email from Steven Dutch (Monitor). You are required to form quotes up for the five potential customers. The details of each quote have been recorded in the document ‘Quotes awaiting attention’ by the front desk staff. Instructions for forming the quotes are also attached in the document Instructions for constructing quotes.
· Follow the instructions and prepare the five quotations.
· Prepare the necessary documents to send to each customer. These are to go to your supervisor.

	What to submit
	Problems encountered and strategies used to overcome these

	Five travel quotations prepared and recorded using the Travel Quote template found in the Organisational Resources section of the virtual office.
	


Second work task – Jack Johnson’s email:

· Jack Johnson has accepted the quote that you constructed in the first work task – South Pacific Cruise. You now need to convert the Johnson quote into confirmed bookings.

· To process the bookings you must complete the following documents which can be found in the template store of the Bunjappy Travel:

· A customer profile

· A booking file

· A confirmation and invoice letter

· When the documents are complete, place in a folder then zip/compress for sending by digital means. The folder to be named as Work Task 2 with your name (e.g. WorkTask2 _JohnSmith) and sent to your supervisor.

· Your supervisor/teacher will inform you of other monitoring and review tasks they may wish you to do.

	What to submit
	Problems encountered and strategies used to overcome these

	The three completed documents (Customer profile, Booking file, confirmation letter and an Invoice Letter) need to be placed in a digital folder as PDFs and the folder then compressed/zipped. The folder to be named as Work Task 2 with your name (e.g. WorkTask2_JohnSmith) and sent to your supervisor.
	


Third work task – Samantha Bygone’s email:

· Mr Ryan Smith has accepted the quote that you constructed in the first work task – business travel to Hong Kong. You now need to convert this quote into confirmed bookings.

· To process the bookings you must complete the following documents which can be found in the template store of the Bunjappy Travel:

· A customer profile

· A booking file

· A confirmation and invoice letter

· When the documents are complete, place in a folder then zip/compress for sending by digital means. The folder to be named as Work Task 3 with your name (e.g. Task3_JohnSmith) and sent to your supervisor.

· Your supervisor/teacher will inform you of other monitoring and review tasks they may wish you to do.

	What to submit
	Problems encountered and strategies used to overcome these

	The three completed documents (Customer profile, Booking file, confirmation letter and an Invoice Letter) need to be placed in a digital folder as PDFs and the folder then compressed/zipped. The folder to be named as Work Task 3 with your name (e.g. WorkTask3_JohnSmith) and sent to your supervisor.
	


Fourth work task – Ma Ling’s Honeymoon email:

· Ma Ling has accepted the quote that you constructed in the first work task – a honeymoon to Fiji. You now need to convert this quote into confirmed bookings.

· To process the bookings you must complete the following documents which can be found in the template store of the Bunjappy Travel:

· A customer profile

· A booking file

· A confirmation and invoice letter

· When the documents are complete, place in a folder then zip/compress for sending by digital means. The folder to be named as Work Task 4 with your name (e.g. WorkTask4_JohnSmith) and sent to your supervisor.

· Your supervisor/teacher will inform you of other monitoring and review tasks they may wish you to do.

	What to submit
	Problems encountered and strategies used to overcome these

	The three completed documents (Customer profile, Booking file, confirmation letter and an Invoice Letter) need to be placed in a digital folder as PDFs and the folder then compressed/zipped. The folder to be named as Work Task 4 with your name (e.g. WorkTask4_JohnSmith) and sent to your supervisor.
	


Fifth work task: Email from QANTAS Holidays

· The QANTAS Holidays representative, Sally Janes, has sent you their pricing on a holiday you are constructing a quote for. Download the instructions for this work task from the Other Information link on your desk (paper on desk near the printer). 

· Work out the total cost of the holiday for the two people in Perth.

· Construct a profile record of the customer.

· Complete a booking sheet for the travel.

· Complete a quote letter using the references provided by Sally.

	What to submit
	Problems encountered and strategies used to overcome these

	The three completed documents (Customer profile, Booking file, confirmation letter and an Invoice Letter) need to be placed in a digital folder as PDFs and the folder then compressed/zipped. The folder to be named as Work Task 5 with your name (e.g. WorkTask5_JohnSmith) and sent to your supervisor.
	


Sixth work task: Margaret’s second email

· In this task you are to work out the total commission due to Bunjappy Travel from the Perth holiday for John and Lauren Roberts. 

· To achieve this you will need to find the relevant percentage of each of the elements in the quote, detail these on a sheet and then add to provide the total commission due.

· Note, you will have to use the commission percentage rates that were in Margaret’s instructions in Email 1.

· Ensure you detail each of the elements in your simple response to Margaret and how much each has contributed to the whole income derived from this travel arrangement.

	What to submit
	Problems encountered and strategies used to overcome these

	A single A4 sheet report that details the total cost of each element, the percentage that will form Bunjappy’s income and the totals for the trip and commission.
	


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
Preparation:

· You must be able to have basic numeracy in mathematical operations and the calculation of percentages. If you feel you need additional work in this area, contact your supervisor immediately.

· You should work through the tasks as provided in the emails in sequential order. 

· You will need to access templates from the Bunjappy Organisational Resources page.

· Read the first email from Margaret Dunn (Monitor). You should plan to start thinking about this task during your learning phase. In this email she instructs you to complete a short course – Preparing quotations (Email – Margaret Dunn 1). 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.

	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, Preparing quotations.
	


Activity 1

1. What are the most common sources of costing information for travel agents?
Assessor must be confident that at least three of the following list are included in the student’s response.

Tour wholesalers, industry-based websites, CRS, airfare tariff sheets, travel brochures, contracts, and rate guides
2. Name 4 common commercial agreements between tourism companies.
Assessor judgement – examples below:

· To receive more support in the form of phone calls and visits from wholesalers or organisation’s sales staff.
· To receive room upgrades at a hotel when booked through the preferred supplier.
· To sell a certain number of rooms/sets per year, i.e. volume agreements.
· To receive bonus commission when sales targets are met.
· To assist with advertising, promotion events and displays within the agent’s premises.
Activity 2 
1. Explain why it is important that the information you use for costing in a quotation is accurate and up to date.
Prices change constantly, so before sending any information to a customer the agent must always make sure that the provided prices are the most current. If the agent provides a quote based on incorrect figures, it is possible that the customer may wish to hold them to the quoted price.

2. List 2 other fees tourism workers can charge customers for and why.
A travel agent may charge for the additional costs associated with:

· Travel insurance.

· Entrance fee ad charges related to attraction.

· Cancellation fees for any booked service.

Activity 3

1. When providing quotes to customers, what are 2 examples of time frame restrictions placed on quotations?
· Expire date of the quotation.
· Specific days when payment is due for the holidays.
2. Using today’s Rate of Exchange convert the following currencies (round to the nearest unit).
a. AUD $280 to US dollars (USD)

b. 200 Euros to Australian dollars (AUD)

c. NZD $500 to Australian dollars (AUD)

d. AUD $700 to Euros
Assessor judgement required. Please use the most current exchange rate found at: 
https://www.commbank.com.au/international/foreign-exchange-rates.html 
Activity 4

Please prepare a quote for the following itinerary:

Two adults travelling business class Brisbane/Perth/Brisbane.

Accommodation in Perth – Raptis Royal Plaza in a twin room for 5 nights.

They will require a Group C Avis hire vehicle for 3 days.
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The candidate must present the answer in the table format below:

	Item
	Rate
	Total services
	Gross
	Com.
	Nett
	Nett for 2 adults

	Flights
	$1400.00
	1
	$1400.00
	$70.00
	$1470.00
	$2940.00

	Tax
	$38.50
	1
	$38.50
	
	$38.50
	$77.00

	Raptis Royal Plaza
	$140.00 pp
	5
	$700.00 pp
	$70.00
	$770.00 pp
	$1540.00

	AVIS Rental
	$250.00
	3
	$750.00
	$75.00
	$825.00 pp
	$1650.00

	Total
	
	
	$2888.50
	$215.00
	$3103.50
	$6207.00


Activity 5

1. What sort of checks would you do to ensure that the final cost to the customer is accurate?

· Double check that all prices on the quote match what was sent from the wholesaler. Always do this before sending anything on writing to a customer. If unsure, or are not confident, ask a supervisor to double check the supplier’s quoted price.
· Check the mathematical operations to ensure that all prices are accurately calculated.
.

2. What are 2 limitations that might apply to a quotation?

Many travel wholesalers guarantee a quote given to an agent for only up to 7 days, so the time is a factor in acceptance.

Quotes are often subject to availability – if the item is booked out, then the quotation becomes invalid.
3. What are 4 items that should always be included in a quotation?
Detailed and summary itineraries.
Period of quote currency.
Payment and tax information where required.
Name and contact details of travel agency.
4. Describe in detail 3 general consumer protection issues that tourism industry staff must be aware of when providing quotations to their customers.
Assessor judgement – any three of the following four examples is sufficient.
Misrepresentation: Tourism staff must be aware of the potential for misrepresentation when providing quotes to customers. Misrepresentation can occur when a tourism staff member provides false or misleading information about a product or service.

Hidden fees and charges: Ensure that all charges and fees are included in the quotation - no hidden fees and charges should be evident in the product/service. These fees can add up and can be significant enough to make the product much more expensive than it initially appeared. Customers should be made aware of all fees and charges upfront, so that they can make an informed decision about whether to proceed with a purchase.

High-pressure selling: Some tourism staff may try to use high-pressure selling tactics when providing quotes to potential customers. This may include pressuring customers to make a purchase decision before they have had a chance to fully consider their options or making false promises about a product or service to get customers to commit to a purchase.

Bait-and-switch: Bait-and-switch is a type of fraud that can occur in the tourism industry. It happens when a customer is lured in by an attractive quote, only to be told that the product or service is not actually available at that price. The customer is then pressured into purchasing a different, more expensive product.

Activity 6

1. A customer calls and requests a change to the quotation you prepared yesterday, what would you do?

Take notes of changes to scope of travel.

Search and find most current pricing and availability information to meet his request.

Prepare a new quotation for the customer.

2. What are some ways you can reduce the paper consumption in Bunjappy’s travel offices?

· Increase use of digital technology for communication, record keeping and customer communication.

· Moe to audio-visual and social media promotions replacing brochures and promotional booklets.

Activity 7

Record your responses to the task and add to your e-portfolio.

You have previously quoted booking fees to your customer, but your Supervisor has noticed an error. Please review the service fees below. Reconstruct the table below in a Word document and add a third column on the right named Revised Figures. In this new column you will show the correct figures after you repair the errors. Now work out the total fees and taxes you need to quote to the customer for the Services listed below. Use the fee schedule in Table 1 to calculate out the fees.

Services for customer

· 5 nights at a Resort (2 people)

· 1st Customer pays $1000 by American Express

· 2nd Customer pays $1000 by Visa Card

· 20kg luggage added per person

	
	Original Quote
	Revised Quote

	5 nights at a Resort (2 people)
	Resort fee $5 x 5 nights = $25.00
	Resort fee $5 x 5 nights x 2 persons = $50.00

	First customer pays $1000 by American Express
	American Express fee = $20
	American Express fee = 
$1000 ÷ 2.5 = $25.00

	Second customer pays $1000 by Visa Card
	Visa fee = $20
	Visa fee = $20

	20 kg luggage added per person
	Baggage fee = $25
	Baggage fee = $25 x 2 = $50.00


Starting your first work task:

· Read the email from Steven Dutch (Monitor). You are required to form quotes up for the five potential customers. The details of each quote have been recorded in the document ‘Quotes awaiting attention’ by the front desk staff. Instructions for forming the quotes are also attached in the document Instructions for constructing quotes.
· Follow the instructions and prepare the five quotations.
· Prepare the necessary documents to send to each customer. These are to go to your supervisor.

Assessor judgement required for the presentation and working out of the five quotes.
Second work task – Jack Johnson’s email:

· Jack Johnson has accepted the quote that you constructed in the first work task – South Pacific Cruise. You now need to convert the Johnson quote into confirmed bookings.

· To process the bookings you must complete the following documents which can be found in the template store of the Bunjappy Travel:

· A customer profile

· A booking file

· A confirmation and invoice letter

· When the documents are complete, place in a folder then zip/compress for sending by digital means. The folder to be named as Work Task 2 with your name (e.g. WorkTask2 _JohnSmith) and sent to your supervisor.

· Your supervisor/teacher will inform you of other monitoring and review tasks they may wish you to do.

	What to submit
	Problems encountered and strategies used to overcome these

	The three completed documents (Customer profile, Booking file, confirmation letter and an Invoice Letter) need to be placed in a digital folder as PDFs and the folder then compressed/zipped. The folder to be named as Work Task 2 with your name (e.g. WorkTask2_JohnSmith) and sent to your supervisor.
	


Assessor judgement required.
Third work task – Samantha Bygone’s email:

· Mr Ryan Smith has accepted the quote that you constructed in the first work task – business travel to Hong Kong. You now need to convert this quote into confirmed bookings.

· To process the bookings you must complete the following documents which can be found in the template store of the Bunjappy Travel:

· A customer profile

· A booking file

· A confirmation and invoice letter

· When the documents are complete, place in a folder then zip/compress for sending by digital means. The folder to be named as Work Task 3 with your name (e.g. Task3_JohnSmith) and sent to your supervisor.

· Your supervisor/teacher will inform you of other monitoring and review tasks they may wish you to do.

	What to submit
	Problems encountered and strategies used to overcome these

	The three completed documents (Customer profile, Booking file, confirmation letter and an Invoice Letter) need to be placed in a digital folder as PDFs and the folder then compressed/zipped. The folder to be named as Work Task 3 with your name (e.g. WorkTask3_JohnSmith) and sent to your supervisor.
	


Assessor judgement required.
Fourth work task – Ma Ling’s Honeymoon email:

· Ma Ling has accepted the quote that you constructed in the first work task – a honeymoon to Fiji. You now need to convert this quote into confirmed bookings.

· To process the bookings you must complete the following documents which can be found in the template store of the Bunjappy Travel:

· A customer profile

· A booking file

· A confirmation and invoice letter

· When the documents are complete, place in a folder then zip/compress for sending by digital means. The folder to be named as Work Task 4 with your name (e.g. WorkTask4_JohnSmith) and sent to your supervisor.

· Your supervisor/teacher will inform you of other monitoring and review tasks they may wish you to do.

	What to submit
	Problems encountered and strategies used to overcome these

	The three completed documents (Customer profile, Booking file, confirmation letter and an Invoice Letter) need to be placed in a digital folder as PDFs and the folder then compressed/zipped. The folder to be named as Work Task 4 with your name (e.g. WorkTask4_JohnSmith) and sent to your supervisor.
	


Assessor judgement required.
Fifth work task: Email from QANTAS Holidays

· The QANTAS Holidays representative, Sally Janes, has sent you their pricing on a holiday you are constructing a quote for. Download the instructions for this work task from the Other Information link on your desk (paper on desk near the printer). 

· Work out the total cost of the holiday for the two people in Perth.

· Construct a profile record of the customer.

· Complete a booking sheet for the travel.

· Complete a quote letter using the references provided by Sally.

	What to submit
	Problems encountered and strategies used to overcome these

	The three completed documents (Customer profile, Booking file, confirmation letter and an Invoice Letter) need to be placed in a digital folder as PDFs and the folder then compressed/zipped. The folder to be named as Work Task 5 with your name (e.g. WorkTask5_JohnSmith) and sent to your supervisor.
	


Assessor judgement required.
Sixth work task: Margaret’s second email

· In this task you are to work out the total commission due to Bunjappy Travel from the Perth holiday for John and Lauren Roberts. 

· To achieve this you will need to find the relevant percentage of each of the elements in the quote, detail these on a sheet and then add to provide the total commission due.

· Note, you will have to use the commission percentage rates that were in Margaret’s instructions in Email 1.

· Ensure you detail each of the elements in your simple response to Margaret and how much each has contributed to the whole income derived from this travel arrangement.

	What to submit
	Problems encountered and strategies used to overcome these

	A single A4 sheet report that details the total cost of each element, the percentage that will form Bunjappy’s income and the totals for the trip and commission.
	


Assessor judgement required.

2.4
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.


2.5
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 – SITTTVL005
	Candidate’ s name:       
Unit of competency:  SITTTVL005 Prepare customer quotations 
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 – SITTTVL005
	Candidate’ s name:            
Unit of competency:  SITTTVL005 Prepare customer quotations 
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 – SITTTVL005
	Candidate’ s name:       
	Part D

	Unit of competency:  SITTTVL005 Prepare customer quotations 
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 create a customer profile according to organisational requirements.
	
	
	
	     

	I can source and select prices related to the travel needs of clients.
	
	
	
	     

	I can work out the commission and mark-up of a travel package.
	
	
	
	     

	I can calculate any required currency conversions.
	
	
	
	     

	I can apply both formal and informal review and checking processes to identify any errors and to ensure the accuracy of the costing.
	
	
	
	     

	I can prepare a quotation to reflect a customer’s requirements and confirm information meets sales or operational needs.
	
	
	
	     

	I understand the various elements of a forma quotation.
	
	
	
	     

	I can adjust and update quotations to take account of changes in travel.
	
	
	
	     

	I can record and store information for future use.
	
	
	
	     

	I can prepare formal quotations to an organisational standard.
	
	
	
	     

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

	Candidate signature:
	     
	Date:
	     


Performance evidence checklist – SITTTVL005 
	Candidate’s name:            

Unit of competency:  SITTTVL005 Prepare customer quotations 
Trainer/assessor:           

Date:           

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

	· Prepare three quotations, each including at least three different product or service components from the list in the knowledge evidence
	
	
	

	· Across quotations the following product or service components must be included on at least one occasion each:

· international airfare

· domestic airfare

· cruise

· packaged touring

· tour land arrangements
	
	
	

	· Integrate commissions, mark-ups and fees into each of the above quotations
	
	
	

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

	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 – SITTTVL005 
	Candidate’s name:            

Unit of competency:  SITTTVL005 Prepare customer quotations 
Trainer/assessor:           

Date:           

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

	· Specific industry sector and organisation:

· quotation systems and procedures

· costs and features of products sold

· sources of costs for products, services and fees

· commission and mark-up rates and procedures

· formats for and inclusions of quotations presented to customers
	
	
	

	· Conditions and limitations of quotation considerations:

· changes to pre-existing quotation or booking

· exclusions

· general conditions, rules and legislative requirements

· inclusion of fees, taxes and levies

· expiry date of quotation

· methods of customer accepting quotation

· payment requirements

· itineraries and prices being subject to change
	
	
	

	· Product and service components of quotations:

· accommodation

· attractions

· air product

· cruise product

· tours

· transportation

· travel insurance

· vehicle rental
	
	
	

	· Additional fees and other charges that apply to customer bookings
	
	
	

	· Specific industry sector and organisation:

· quotation systems and procedures

· costs and features of products sold

· sources of costs for products, services and fees

· commission and mark-up rates and procedures

· formats for and inclusions of quotations presented to customers
	
	
	

	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 – SITTTVL005 
	Candidate’s name:       
	Part E

	Unit of competency:  SITTTVL005 Prepare customer quotations 
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 – SITTTVL005 
	Candidate’s name:       
	Part F

	Unit of competency:  SITTTVL005 Prepare customer quotations 
Trainer/assessor:                

Date:                

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

	Performance evidence 

Candidate demonstrates the ability to:
	Evidence provided/observation comments

	
	Prepare three quotations, each including at least three different product or service components from the list in the knowledge evidence
	     

	
	· Across quotations the following product or service components must be included on at least one occasion each:

· international airfare

· domestic airfare

· cruise

· packaged touring

· tour land arrangements
	     

	
	Integrate commissions, mark-ups and fees into each of the above quotations
	     

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

	Knowledge evidence
Candidate knows and understands:
	

	
	· Specific industry sector and organisation:

· quotation systems and procedures

· costs and features of products sold

· sources of costs for products, services and fees

· commission and mark-up rates and procedures
· formats for and inclusions of quotations presented to customers
	     

	
	· Conditions and limitations of quotation considerations:

· changes to pre-existing quotation or booking

· exclusions

· general conditions, rules and legislative requirements

· inclusion of fees, taxes and levies

· expiry date of quotation

· methods of customer accepting quotation

· payment requirements
· itineraries and prices being subject to change
	     

	
	· Product and service components of quotations:

· accommodation

· attractions

· air product

· cruise product

· tours

· transportation

· travel insurance
· vehicle rental
	     

	
	Additional fees and other charges that apply to customer bookings
	     

	
	· Specific industry sector and organisation:

· quotation systems and procedures

· costs and features of products sold

· sources of costs for products, services and fees

· commission and mark-up rates and procedures
· formats for and inclusions of quotations presented to customers
	     

	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:
	 SITTTVL005 Prepare customer quotations 


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 quotations to a minimum of three customers?
	
	

	Has this person provided current, relevant and accurate information related to requested products?
	
	

	Are the quotes they provide comprehensive, accurate and address the customer’s needs? 
	
	

	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 use in the quotes they prepare?
	
	

	Do they address the identified needs of customers when planning their itineraries or providing travel information?
	
	

	Can they construct an itinerary that satisfies the needs of customers?
	
	

	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 quotes for customers covering travel, accommodation and potential features for their attention.
	
	

	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 

 SITTTVL005 Prepare customer quotations 

	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. Calculate costs of products and services.
	      

	1.1. 
Create client profile to administer customer details and requirements.

1.2. 
Source, select and interpret product and costing information to prepare quotation.

1.3. 
Calculate commissions or mark-up net costs according to organisational procedures to determine a profitable selling price.

1.4. 
Use relevant system to calculate any additional taxes, special fees and other charges.

1.5. 
Use relevant system to calculate any required currency conversions.

1.6. 
Check product or service package or itinerary calculation against all individual product and service components.

1.7. 
Determine final cost of product or service package or itinerary and record on client profile according to organisational procedures.
	

	
	

	2. Provide quotations to customer.
	      

	2.1. 
Prepare quotation to reflect required customer inclusions.

2.2. 
Promptly provide quotation to customer according to organisational procedures and formats.

2.3. 
Include accurate details of cost of product and service provision, and conditions and limitations of quotation.

2.4. 
Offer secondary quotations with options, as appropriate.

2.5. 
Record details of quotation accurately and file according to organisational procedures.

2.6. 
Minimise use of printed materials and maximise electronic transmission and record keeping to reduce waste.
	

	
	

	
	

	3. Update and record quotations.
	      

	3.1. 
Adjust and update quotations to take account of changed requests or arrangements.

3.2. 
Provide most up-to-date quotation to customer inclusive of current conditions and limitations.

3.3. 
Record all details of adjusted quotations and file.
	

	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 at this time      
	

	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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