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              Witness Observation Record International Studies
	Learner’s name:
	

	
	

	Qualification:
	National Diploma in Travel & Tourism

	
	

	Unit number and title:
	Unit 4: Customer service in Travel & Tourism


	Description of activity undertaken (please be as specific as possible)

	Customer service: providing information and advice; providing assistance; dealing with complaints; dealing with problems eg overbookings, lost property; making sales; after sales advice; product knowledge

Situations: verbal (face-to-face, telephone); non-verbal (written, electronic); holiday sales eg accommodation reservations, flight bookings, ticket sales, excursion sales; requests for information eg flight and journey details; requests for advice eg visa and health requirements; complex requests eg airport assistance, priority seating and flight upgrade; complaints eg flight delays, poor quality accommodation



	Assessment criteria (to which the activity provides evidence)

	Communication skills: face to face; telephone eg call centre; building rapport; effective listening; questioning; developing a dialogue; non-verbal communication eg body language, eye contact; written communication

Presentation: of self eg hygiene, dress, personality, appearance; of working environment

Teamwork: eg motivation, team roles, delegation of tasks, lines of authority; benefits of teamwork to colleagues, customers and the organisation

Business skills: completion of documentation eg tickets, forms; use of IT eg email, computerised reservations system (CRS), internet; business standards eg accuracy, legibility, business conventions

Complaint handling: listening; questioning; empathising; understanding the problem; taking control of the situation; agreeing solutions; follow up
Selling skills: building rapport; establishing customer needs and expectations; product knowledge; features and benefits; overcoming objections; closing the sale



	How the activity meets the requirements of the assessment and grading criteria (please explain how the learner met the criteria and the qualitative aspects of their performance)

	


	Learner’s name:
	
	
	

	
	
	
	

	Learner’s signature:
	
	Date:
	

	
	
	
	

	Assessor’s name:
	
	
	

	
	
	
	

	Assessor’s signature:
	
	Date:
	

	
	
	
	

	Internal Verifier’s signature:
	


Assessment Feedback Form

	Learner’s name:
	

	
	

	Qualification:
	National Diploma in Travel & Tourism

	
	

	Unit number and title:
	Unit 4: Customer service in Travel & Tourism

	
	

	Issue Date:
	See activity
	Due Date:
	

	
	
	
	


	Assessor’s feedback (Please be specific, addressing the assessment and grading criteria)

	See all the comments in the original work, including the evidence of the student. 

During the last weeks of the simulation there are observations done by the assessor and IV. 



	Learner’s comments

	


	Final grade
	
	
	Points
	X


	Assessor’s name:
	
	
	

	
	
	
	

	Assessor’s signature:
	
	Date:
	

	
	
	
	

	Learner’s name:
	
	

	
	
	

	Learner’s signature:
	
	Date:
	

	
	
	
	

	Internal Verifier’s signature:
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