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Unit Title: Provide Tourism Information Services to Customers

	URN: R/601/5129
	
	

	Credit Value: 5
	
	

	Level: 2
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Page number, Method
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Sign and Date

	You must be able to: 



	1. Be able to work with customers on their tourism information needs


	1.1 Politely welcome customers

	
	
	

	1.2 Use open questioning techniques to identify the customer needs

	
	
	

	1.3 Use active listening skills when identifying the customer needs

	
	
	

	1.4 Make clear any areas of uncertainty with the customer if appropriate

	
	
	

	1.5 Confirm customer requirements

	
	
	

	1.6 Ensure that the customer is willing to pay for any external tourism information services, if appropriate

	
	
	

	1.7 Focus on the customers’ needs while recognising other customers that may be waiting

	
	
	

	2. Understand how to work with customers on their tourism information needs


	2.1 State why it is important to be helpful and polite

	
	
	

	2.2 Explain when and how to use open question techniques effectively

	
	
	

	2.3 State why using active listening skills is helpful to the customer
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	2.4 State why it is essential to confirm the customer needs

	
	
	

	2.5 State why it is important to check the customer is happy with the service and how to deal with any dissatisfaction

	
	
	

	2.6 State how to access information and sources

	
	
	

	2.7 Describe what tourism information the organisation possesses and where this is stored

	
	
	

	2.8 Describe arrangements organisations can negotiate with tourism organisations

	
	
	

	2.9 State what information is available without charge and what information is available with a charge

	
	
	

	2.10 Describe how to organise the customers in manner that ensures all customers will be dealt with effectively

	
	
	

	3. Be able to seek tourism information and offer advice to customers


	3.1 Identify sources that provide the information required by the customer

	
	
	

	3.2 Ensure that the information identified is accurate, current and relates to the customer

	
	
	

	3.3 Provide relevant information and advice to the customer based on their needs
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	3.4 Clearly explain any restrictions with information and or products and services when appropriate

	
	
	

	3.5 Offer information and advice that best fits the customer needs if several options are available

	
	
	

	3.6 Confirm politely with the customer that they have understood the information and advice that has been provided

	
	
	

	3.7 Give customers written and/or printed confirmation of the information they have sought, where appropriate

	
	
	

	3.8 Ensure that the customer is happy with the service provided and politely conclude the customer enquiry

	
	
	

	4. Understand how to seek tourism information and offer advice to customers


	4.1 Describe how to access and use a range of different information sources

	
	
	

	4.2 List a range of other external organisations that provide tourism information and how to contact them

	
	
	

	4.3 Describe company procedures with regards to booking fees, liabilities and billing customers

	
	
	

	4.4 Describe how to effectively structure advice and what limitations there are to the advice provided
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	4.5 State the relevant parts of the disability discrimination legislation and its implications when giving advice and information to customers

	
	
	

	4.6 State the methods available for providing written or printed information to customers

	
	
	

	4.7 Describe methods for politely concluding customer interactions
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