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Unit Title: Deal with Bookings

	URN: L/601/5100
	
	

	Credit Value: 4
	
	

	Level: 2
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	You must be able to: 



	1. Be able to deal with booking enquiries


	1.1 Be polite and helpful when dealing with enquiries

	
	
	

	1.2 Find out what the customer needs and give them accurate information

	
	
	

	1.3 Take the opportunity to sell other products and services to the customer

	
	
	

	1.4 Invite the customer to make a booking, and take and record their details correctly

	
	
	

	2. Know how to deal with booking enquiries


	2.1 State the importance of dealing with customers politely and helpfully at all times

	
	
	

	2.2 State why it is important to give accurate spoken and written information to customers

	
	
	

	2.3 Outline the types of unexpected situations and problems that may occur with bookings, and how to deal with these

	
	
	

	2.4 State basic legal requirements relating to goods and services for sale when receiving, confirming, amending and cancelling booking enquiries
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	2.5 Describe organisation’s booking procedures and systems

	
	
	

	2.6 State the importance of up-selling, room/product rates and yield management and how these apply to own work role

	
	
	

	2.7 State why it is important to get and record booking details accurate

	
	
	

	2.8 State why it is important to take the opportunity to sell products and services

	
	
	

	3. Be able to confirm, cancel and amend bookings


	3.1 Deal with confirmations in the booking systems

	
	
	

	3.2 Identify, check and follow up unconfirmed bookings in the booking system

	
	
	

	3.3 Deal with booking amendments and cancellations and maintain records of bookings in line with organisation’s procedures

	
	
	

	4. Know how to confirm, cancel and amend bookings


	4.1 State organisation’s cancellation policies and procedures

	
	
	

	4.2 State why confirmations and deposits are required from customers

	
	
	

	4.3 State why it is essential to follow up unconfirmed bookings
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