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Trainer/assessor guide

SITTTSLOO5
Sell tourism products and services

Welcome to this unit of study

This unit describes the performance outcomes, skills and
knowledge required to proactively sell tourism, travel,
hospitality or event products. It requires the ability to
identify specific customer needs, suggest a range of
products to meet those needs, provide current and
accurate product information and close the sale. The unit
only covers sales skills and not related product and
destination knowledge which is covered in other units.

The product can include any international or domestic
product sold by any tourism, travel, hospitality, or event
organisation.

The organisation could be a principal (the supplier) or an
agent selling products on behalf of the principal. The sale
may be made for a single product or multiple products

making up a complete package or itinerary.

This unit applies to frontline sales or operations personnel
who operate with some level of independence and under
limited supervision. This includes travel consultants,
inbound tour coordinators, visitor information officers,
account managers for professional conference organisers,
event coordinators, tour guides, restaurant managers,
banquet coordinators or managers, resort activities
coordinators, tour desk officers, reservations sales agents,
and owner-operators of tourism organisations.

It may be undertaken as:
» part of a formal qualification nationally recognised
through the Australian Qualifications Framework (AQF)
»» astand alone unit _ 1
»» part of a formal skill set — — — P —

© smallprint owns all copyright on its products as detailed in the Copyright Act 1968.
It does not issue licenses for reproduction of this material.



Contents

AbOUL this trainer/ass@SSOr SUIE ........occevieeiriieeirrieeireeetrreeteeest e te et ssees e e seses e seessessaesssessassesssesseessessensnessansnes 4
LEAINING FESOUICE.......eiieiiiieieiteete et et e et st e e st st e s et s et e st e s e st e e e e s sat s b e s ea e e e at e e st e e ate s s e s ent e s s e e st esssasntesanesstasnnesssasensess 5
Topic 1: Identify CUSTOMEr ProdUCE NEEAS. ......coiviiieiriirieietetrtertet ettt ettt sttt et s be bt e e ebe s b e be s enesbessensen 5
Establishing rapport With CUSTOMIEIS ..ottt s s es 5
Determining customer Needs and PrefErENCES. ...ttt se e esesbanes 9

Ethical and [egal COMMUEMENTS .....ivviiiiririeieeserete sttt b e st sttt ste s e e ebesbesaeseesesbessensanens 14

Check YOUT UNAErSTANGING ....coovivieiiiriirieietsiesietet ettt sttt ettt ettt b st b et e st sbe st e b et ebesbebensesesbesbensensens 17

Topic 2: Suggest products that meet CUSTOMEr NEEAS. ......ccoivirieirerereter ettt sbeseens 19
Tailoring OptioNS tO CUSTOMEI NEEAS .....ovuiiiiieriirtetee ettt st et sttt st s b et e b sbe e e et e besbessaenbeee 19

Check YOUr UNAErSTANGING ....covvirieieiririeietsestee ettt st ettt s e e e st st e st e s eseebe st e sessesesbabensesessessensansoses 25

Topic 3: Provide specific product information and @dViCe. ........cccceeririenieinenenieineseret ettt seens 27
Providing product iNfOrMATION .....cc.ccieeririerieieeretete ettt ettt st sttt st et et b e st st e e ebesbesseneeneas 27
SUEEESEING AltErNATIVE PrOGUCES ...oviiiiiiieieeetee ettt et ettt et sttt b e saeesbe st e s be et enbesbesneensenee 30
DiSClOSING COOrAINAtION fEES ...ooviriiieeieirieriecere ettt sttt et s b st et ese st e steaesesbestenbeneesesbessansanens 35

Check YOUT UNAErSTANGING ....coovirieiiiririeieteesiete ettt sttt ettt st ettt sttt e st e be st et e st ebe st e bensenesbesbensensenes 37

TOPIC 4: SEII TN PrOAUCT. .ttt st sttt b sttt b e st et e e bt s b e st et e bt e be st e e eseebesbeneenene 39
Promoting product features and DENEFItS . ...c.civiiiieririccsee e bbb naes 39
Addressing CUSTOMET QUESTIONS ...cuivveieirierieieesie et st steste e esesteste st esesbestesaeseesesbesseseesessessensenessessensensssensensensns 41

Using techniques 0 ClOSE The SAIE .......ooiviiiiiiiec ettt sttt sttt b e sttt sbe st e enee 44

Check YOUT UNAEISTANGING ....coviviirieieiertirieietri ettt ettt ettt st et b s bbb e st e b s b e b et ebe s b e bentenesbesbenseneens 49

TOPIC 5: FOIOW UP SAlES OPPOITUNILIES. .ouvieeieiiiieriieieieste sttt ettt ettt st st et st sbe et e besbesasebesbesaaensenses 51
FOIlOW-UP CONEACT With CUSTOMIEIS...uiiiiiiiieicieierietete sttt sttt a st sttt st e e ebesbesaessesesbessansanee 51

Check YOUT UNAErSTANGING ....cocovivieiiiriirieieteiesiete ettt sttt ettt sttt b st b et e st ebe st et e st ebesbebensesesbesbensensenas 55
RETEIEINCES ..ttt bbbt b et 57
ASSESSMENT WOIKDOOK ..ottt ettt ettt s ae st st sb st s b e st saesatsnesabentsnsanns 59
UNIE INFOIMIGTION ettt ettt b et b e b b et b st a b e b et b be e ebenesbeneees 61
What is competency-Dased aSSESSIMENT? .....ciiiririieierete ettt s b et e s be st et besbe e e ene 63
How will My cOmMpetenCy D aSSESSEA? ...ttt sttt sttt be e e 64
ASSESSIMENT AZIEEIMENT ..cutiiiieiterttertterte sttt e st e st e ste s bt st e eabe e besbeebe et eebe e beesbeesbeebe e saesseesabesaeesaeesnsesasesasesasesnsenns 65
FOUNAAtioN SKillS CRECKIIST....coveiiieeeeecee ettt e 66
SKillS FECOGNITION......eieeeiiieeeeitreeeet ettt et et e st st e s see s et e s sae s et e s saes st esssasentassnasossasssesestassnesnsassnessssesssessasesssessanes 67
Topic 1: Identify CUSTOMEr ProdUCE NEEAS ......ccceieiririirieteereeeee ettt sbe st e e e b sbesee e esesbenseneens 68
Topic 2: Suggest products that Meet CUSTOMEr NEEAS .......c.cviviriiirereriete ettt ettt sbe st saens 69
Topic 3: Provide specific product information and @aViCe .........cocceeireriereineneieeeeseneeeese sttt seens 70
TOPIC 4: SEIIENE PIrOAUCE ..otiieeieteeeeetere sttt ettt ettt sttt s b sae et e st e s be et e b e st e saeesbesbesbesatenbesbesseensenbessasnsensas 71
Topic 5: FOIOW UP SAlES OPPOTTUNITIES ..cuveuieeiriirieieesirieriee ettt sttt sttt be sttt st e e ese s b sbensenesbesbensenens 72

SITTTSLOOS: Sell tourism products and services (Trainer/assessor guide)
AN © smallprint V5 Jul 2019



KNOWIEAZE QUESTIONS ...ttt eetesset st eesee s et e s e e st s s e e s sat e st e s as s s e esssas st esssasensasssesntesssesossessnessstesssessssasnes 73

Topic 1: Identify CUSTOMEr ProdUCE NEEAS .....cecveiiiriirietrese ettt sttt et st st s b s be e e e ebesbenseneenene 75
Topic 2: Suggest products that meet CUSTOMEr NEEAS ......cccveviiirirerieereee ettt 82
Topic 3: Provide specific product information and advice ..o 86
TOPIC 4: SEIIENE PrOAUCE ....ueiieieeteteteeeere ettt sttt sttt et s b st e b e b e s bt e a b et e besat e b et e saeestenbesbesaeenbesbesseennen 92
TopiC 5: FOIOW UP SAIES OPPOITUNITIES ..cueeuiriirieietitisienieteie sttt ettt sttt et st st a e e et sbe e neebesbenseneenesne 97
Topic 6: SPeCific KNOWIEAZE EVIAENCE ....c..cuiiiriiieieteereee ettt sttt st be st se e sbeee 100
PerformManCe tasKS.......ciiiiiiiit bbb b 106
Third party evidence cOlleCtion @grE@MENT ......ccvueiririreieereree et ettt ettt e sbe st ne e sbe e 107
Topic 1: Identify CUSTOMEr ProdUCE NEEAS .......eovevieiririiieietr ettt sttt be st se e ene e 108
Topic 2: Suggest products that meet CUSTOMEr NEEAS .....c..eveiiiiirireeteeeeeee ettt s 110
Topic 3: Provide specific product information and @dViCe ........ccceveirirenieininiieeeseeree et 112
TOPIC 4: Sl the PrOAUCT.c.ccuiieiriiietc ettt sttt e b et be bt e st e b e b e st et eneebesbenbe e eaeebenee 116
Topic 5: FOIIOW UP SAlES OPPOITUNITIES ..c.eeuieiiriiiiieieiirteiete ettt sttt b e s bbb st se e enene 119
COMPIELION FECONM. ...ttt ee sttt et s st e et s s e st s se st s ese s st enes s esnesssesatsesesaesasesnsesnssssesnesssasaesnsesntanns 120
Unit mapping and assesSSMENt ChECKIIST ........coviviiireirircerteet ettt sttt ee e sres e ssses e ssnessesssesasessssnsanns 121
Trainer/ asseSSOr USEr INSTIUCLIONS .....cc.civiiiiiiiiiititieitct ettt st s e e st sae st s ae st s ae st e s e s e et s e 126

SITTTSLOOS: Sell tourism products and services (Trainer/assessor guide)
© smallprint V5 Jul 2019 e



About this trainer/assessor guide

Learning resource

The learning resource is divided into the following topics:
»»  ldentify customer product needs

»»  Suggest products that meet customer needs

»»  Provide specific product information and advice

»»  Sell the product

»»  Follow up sales opportunities

Each topic provides information to help you gain the skills and knowledge required to perform the work tasks to which they
refer. Read the information and practise the skills described. You should also take the opportunity to undertake additional
independent research. Your trainer/assessor may also provide supplementary information including interpretation of the

contents of this resource.

At the end of each topic is:
»»  asetof true or false questions

»»  aset of multiple choice questions

These questions provide an opportunity to check your understanding and progress. They are self-marking and do not form

part of the assessment for the unit.

Assessment workbook

To have this unit recognised as a formal qualification you need to have your skills and knowledge assessed. The assessment
workbook provides:

»»  information on competency-based assessment

»  instructions on how you will be assessed

»  assessment tools to assess your competence

»  instructions on how to complete the assessment tasks within each assessment tool

To be assessed as competent you need to provide evidence that you have the skills and knowledge to undertake the
requirements of this unit. This assessment of competency is made by a qualified trainer/assessor from a registered training
organisation. You must complete all the assessments as directed by your trainer/assessor to the required standard. It is not
necessary to work through the guide in the order in which it is written. However this is at the discretion of your trainer/

assessor.

Disclaimer

Information contained in this resource is drawn from sources believed to be reliable. The firm, its employees, agents and
contractors do not warrant the correctness of the sources used and accept no responsibility to any person for any errors or

omissions or for any loss or damage howsoever caused from the use of this resource.
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