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Unit 1: 
Customer 
services in 
travel and 

tourism 

Unit 2: Communication 
skills in Travel and Tourism 

SUMMER 
TERM 

SPRING 
TERM 

AUTUMN 
TERM 

Unit 4: 
Hospitality 

in travel and 
tourism 

This unit develops students’ 
knowledge, understanding and 
skills in costumer service. 
Students review customer service 
provision in travel and tourism.  

Understanding customer service in travel and tourism. 
• Students describe standards of customer service in 

different organisations. 
• Students describe how these organisations get 

feedback from their customers about the service 
they provide 

Knowing how to assess benefits of providing consistent 
standards of customer service.  
• Students review benefits of providing consistent 

standards of customer service to customers and 
organisations.  

Being able to provide customer service in different 
travel and tourism situations.   
• Students use costumer service skills in different 

situations through role play.  
 
 

Activities and evidence: flow 
charts and posters  

Activities and evidence: pair and 
small team research, 
presentations with Power Points.  

Activities and 
evidence: selling a 
product, dealing 
with a complaint 
and offering advice 
and guidance.  

This unit develops students’ 
understanding and skills to help 
them communicate effectively 
with others in travel and tourism 
organisations Students will be 
able to use written, verbal and 
non-verbal skills.  

Knowing about methods of communication 
in travel and tourism organisations 
• Students describe different methods of 

communication used in the industry. 
 

 

Activities and evidence: writing 
promotional material, brochures 
and leaflets. Creating itineraries, 
writing emails and designing 
electronic material.  

Developing the ability to communicate in 
different ways 
• Students use communication skills on a 

face-to-face basis. 
• Making calls and answering the phone.  
• Written letters, leaflets and emails.  
 

 
 

Activities and evidence: Role play 
of a face-to-face meeting and 
greeting, telephone enquiries and 
writing emails with travel 
information.  

Being able to review own communication skills and 
make adjustments to fit the purpose. 
• Students review their own skills to fit the 

requirement for the industry. 
• Students to identify their areas for improvement 
 
 

 
 

Activities and evidence: Self-
review statement, areas of 
improvement action plan.  

This unit introduces students to 
providers of hospitality in travel 
and tourism. They explore the 
hospitality provision within the 
local area and their products 
available.   

Knowing about hospitality providers and their services. 
• Identifying what kind of accommodation and food 

and drink they provide.  
• Describe products and services. 
• Describing services such bas opening times, food and 

drink and additional products.  
 
 

Activities and evidence: creating a 
picture board showing a range of 
hospitality providers, completing a 
staff training fact sheet.  

Knowing hospitality job opportunities. 
• Identifying a range of roles 
• Describe characteristics of the role (conditions of 

employment, job role and responsibilities, 
qualifications and personal qualities.  

 
 

Activities and evidence: 
research using job search 
or careers websites, 
completing a staff induction 
training table. 

Activities and evidence: 
visiting an organization, 
talk from a hospitality 
health and safety 
manager.  

Understanding health and safety practices in 
providing hospitality 
• Staff training  
• Food safety 
 

 


