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The Tourism and Events Curriculum Framework

The Tourism and Events Curriculum Framework has been developed to provide students with the opportunity to gain credit towards the NSW
Higher School Certificate and credit towards national vocational qualifications in the Hospitality industry under the Australian Qualifications
Framework. The Framework is based on the national Tourism, Hospitality and Events Training Package (SITQ7).

This Industry Curriculum Framework incorporates all Higher School Certificate Hospitality VET courses including:

e courses delivered by schools
e courses delivered by TAFE colleges
e courses delivered by other Registered Training Organisations on behalf of schools or TAFE colleges.

This document, Part B of the Tourism and Events Curriculum Framework Stage 6 Syllabus, contains the text of the units of competency from the
Tourism, Hospitality and Events Training Package (SIT07). Each examinable unit of competency is accompanied by HSC requirements and
advice. The HSC requirements and advice column indicates the depth of study required for the purposes of the HSC. The terms, concepts and
content contained in that column must be included in programming and delivery for the HSC.
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Tourism and Events Curriculum Framework — units of competency contained in Part B

This document contains the following units of competency together with HSC requirements and advice for each examinable unit. The HSC
requirements and advice column indicates the depth of study required for the purposes of the HSC. The terms, concepts and content contained in
that column must be included in programming and delivery for the HSC.

Unit code Unit title ::?L?rsin:fi i?:gﬁ Page numbers
SITTINDOO1A Develop and update tourism industry knowledge 20 10-20
SITTTSLO04A Source and provide Australian destination information and advice 25 21-30
SITXADMO0O1A Perform office procedures 15 31-39
SITXCOMOO01A Work with colleagues and customers 15 40-56
SITXCOMO02A Work in a socially diverse environment 10 57-66
SITXENVOO1A Participate in environmentally sustainable work practices 15 67-73
SITXOHS001A Follow health, safety and security procedures 10 74-87
SITTTSLOO1A Operate an online information system 15 88-93
SITTTSLO02A Access and interpret product information 20 94-100
SITTTSLO05A Sell tourism products and services 20 101-112
SITTTSLO06A Prepare quotations 15 113-122
SITXEVTO01A Develop and update event industry knowledge 20 123-132
SITXEVTO03A Process and monitor event registration 15 133141
SITXEVTO04A Coordinate on-site event registrations 15 142-150
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The following units of competency are available for download from the Tourism and Events Curriculum Framework Part B of the Syllabus on
the Board’s website (www.boardofstudies.nsw.edu.au):

HSC indicative

Unit code Unit title hours of credit Page numbers
BSBEBUS401A Conduct online research 10 151-155
SITXADMO002A Source and present information 10 156-160
SIRXCCSO001A Apply point-of-sale handling procedures 20 161-167
SITXCCS001A Provide visitor information 15 168-172
SITXCOMOO3A Deal with conflict situations 15 173-178
SITXCOMOO0O4A Communicate on the telephone 5 179-183
SITXCOMOO6A Address protocol requirements 15 184-188
TDTES97B Carry out basic workplace calculations 5 189-192
BSBADM306A Create electronic presentations 20 193-198
BSBCMN108A Develop keyboard skills 15 199-202
BSBCMN205A Use business technology 15 203-206
BSBCMN213A Produce simple word processed documents 20 207-211
BSBCMN214A Create and use simple spreadsheets 15 212-217
BSBCMNB306A Produce business documents 25 218-222
BSBEBUS302A Use and maintain electronic mail system 10 223-227
BSBEBUS403A Communicate electronically 15 228-233
CUETGE15A Handle physical elements safely during bump-in/bump-out 20 234-237
SITXFINOO1A Process financial transactions 15 238-241
SITXEVT002A Provide event staging support 20 242-247
HLTFA301B Apply first aid 20 248-255
SITTGDEOOSA Research and share general information on Australian Indigenous cultures 25 256—261
SITTGDEOO9A Interpret aspects of local Australian Indigenous culture 25 262-265
SITXINVOO1A Receive and store stock 10 266270
SIRXMEROO1A Merchandise products 20 271-276
SITTPPDO003A Source and package tourism products 20 277-282
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Element

Performance Criteria

Range Statement

HSC Requirements and Advice

- hospitality
- entertainment
- arts
— sports
- agriculture
- conservation
- science and research
- retail

o different sectors and businesses within the
industry, their interrelationships and the
services available in each sector

e major tourism industry bodies

e environmental issues for tourism, such as:
- protection of natural and cultural

integrity

- minimal impact operations
- environmental sustainability
- waste management
- energy-efficient operations
- land ownership
- land access and usage

o industrial relations

o specific features of the local and regional
industry

e career opportunities within the industry

e roles and responsibilities of individual staff
members in a successful tourism business,
including ethical practices

e quality assurance

e current and emerging industry technology,
including e-business.

A basic knowledge of the industry sectors including:

e structure

o the primary role, distribution, functions and
services offered by each sector

o the interrelationship between sectors.

An understanding of the interrelationship between the
tourism industry and other industries.

An understanding of the differences between the
following:

e domestic and international tourism

e inbound and outbound travel

e interstate and intrastate tourism.

Tourism markets including:
e inbound tourists
e outbound tourists
e domestic tourists.

An understanding of the different tourism markets and
their relevance to other industry sectors.

A knowledge of the following in relation to the
tourism industry in Australia:
e national economic importance
- domestic tourism
- international tourism
- multiplier and flow-on effects
e employment
e current trends
e impact on local communities.

An understanding of the social and environmental

effects of the tourism industry including:

e positive and negative impacts on a community

e positive and negative impacts on environments

e the role of environmental guidelines and legislation
in the operation of a tourism business.

An understanding of the primary role/function of key
industry bodies including:
e cmployer/employee groups
- Australian Federation of Travel Agents (AFTA)
- Australian Tourism Export Council (ATEC)
- Australian Hotels Association (AHA)
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Element

Performance Criteria

Range Statement

HSC Requirements and Advice

- Meetings and Events Australia (MEA)
- Council of Australian Tour Operators
- Australian Automobile Association
e unions
- Liquor, Hospitality and Miscellaneous Workers
Union (LHMU)
- Australian Services Union
e marketing
- Tourism Australia
- Tourism New South Wales
e research
- Tourism Research Australia (TRA)
- Tourism Task Force (TTF)
e training.

Personal attributes and work ethics of an employee in
the tourism industry including:

attendance and punctuality

ethical behaviour

honesty

work performance

taking directives

attention to detail

appropriate dress and personal presentation
personal hygiene

attitude

confidentiality

consistency of service

safe work practices.

An overview of the role of employees in quality
assurance.

An understanding of career pathways within the
tourism industry and knowledge and skills required
for different job roles.

Self-reflection skills including:
e recognition of current knowledge and skills
o identification of
- knowledge and skills required for current job
- knowledge and skill gaps
- learning opportunities to meet potential learning
needs and fulfil career aspirations.
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Element

Performance Criteria

Range Statement

HSC Requirements and Advice

Recognition of learning as an ongoing process and an
awareness of opportunities to meet learning needs
including:

on-the-job and/or off-the-job training
seminars/workshops/courses

multiskilling/job rotation in current workplace
mentoring programs.

An understanding of:

an apprenticeship
a traineeship.

An awareness of evidence of learning including:

transcript/qualification/ticket/licence
work diary

supervisor’s and/or team leader’s
report/evaluation/appraisal

e competency record

learning portfolio.

1.2 Access and update specific information
on relevant sectors of work.

1.3 Access and use knowledge of the
tourism industry in the correct context to
enhance the quality of work
performance.

Learning experiences for the HSC must address:

An understanding of:

work undertaken in different work
areas/departments/sections
interrelationship between different work
areas/departments/sections.

Learning experiences for the HSC must address:

Importance of updating tourism information in order

to:

maintain professionalism
ensure quality service
promote products and services.

Application of industry knowledge to day-to-day
activities including:

e providing consistent quality service to customers
e providing information to customers relating to

- specific products and services
- various purposes/motivations for travel
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Element

Performance Criteria

Range Statement

HSC Requirements and Advice

visiting friends and relatives
business

holiday/adventure
education.

2 Source and apply information
on legal and ethical issues that
impact on the tourism
industry.

2.1 Obtain information on legal and ethical
issues to assist effective work

performance.

Legal issues affecting the industry may
include:

consumer protection

duty of care

EEO

Anti-discrimination

workplace relations

child sex tourism

Queensland Tourism Services Act (2003).

Ethical issues affecting the industry may
include:

agreed compliance with codes of conduct,
practice or ethics

truth and honesty regarding all information
given to customers

provision of services as promoted
confidentiality

commission procedures

declaration of commissions, fees and other
charges

overbooking

pricing

tipping

familiarisations

gifts and services free of charge

preferred product arrangements

product recommendations.

Learning experiences for the HSC must address:

Definition of:

legal
compliance
ethical.

A knowledge of a range of legal issues affecting the
tourism industry including:

consumer protection
duty of care

EEO
anti-discrimination
workplace relations.
child sex tourism.

A basic understanding of the legislative requirements
for a range of areas including:

environment

- Smoke Free Environment Act 2000 (NSW)

health and safety

- Occupational Health and Safety Act 2000
(NSW)

- Occupational Health and Safety Regulations
2001 (NSW)

workers compensation

~ Workers Compensation Act 1987 (NSW) (as
amended)

consumer protection and trade practices

- Fair Trading Act 1987 (NSW) (as amended)

- Trade Practices Act 1974 (Cth) (as amended)

workplace relations

—- Workplace Relations Act 1996 (Cth) (as
amended)

tourism

- Crimes (Child Sex Tourism) Amendment Act
1994 (Cth)

- Tourism Services Act 2003 (Qld).
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Element

Performance Criteria

Range Statement

HSC Requirements and Advice

An understanding of the principles of anti-
discrimination and an awareness of the intent of the
Anti-Discrimination Act 1977 (NSW).

A basic awareness of the Privacy Act 1988 (Cth)
including

¢ information privacy principles

e national privacy principles

Knowledge of a range of ethical issues affecting the
tourism industry including:

provision of services as promoted

confidentiality

commission procedures

declaration of commissions, fees and other charges
overbooking

gifts and services free of charge

tipping

preferred product arrangements.

2.2 Conduct day-to-day activities according

to legal obligations and ethical industry
practices.

3 Update tourism industry
knowledge.

3.1

Identify and use a range of opportunities
to update knowledge of the tourism
industry.

Sources of information on and opportunities
to update knowledge may include:

formal and informal research

media

reference books

libraries

unions

industry associations and organisations
industry journals

computer data, including internet
personal observations and experience
informal networking

industry seminars

training courses

familiarisation tours

participation or membership in professional
industry associations

Learning experiences for the HSC must address:

Opportunities for updating knowledge including:
¢ industry seminars
e training courses
- in-services
- in-house training
e familiarisation tours
¢ informal networking
e reference manuals.
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Element Performance Criteria

Range Statement

HSC Requirements and Advice

e participation in industry accreditation
schemes

o use of industry codes of conduct or ethics.

3.2 Monitor current issues of concern to the
industry.

Issues of concern to the industry may relate
to:

government initiatives

emerging markets

environmental and social issues

labour issues

industry expansion or retraction.

Learning experiences for the HSC must address:

A detailed knowledge of at least two current issues of
concern to the tourism industry and their impact on
the industry including:

government initiatives

public liability

emerging markets
environmental and social issues
labour/skills shortages

industry expansion or retraction
competitiveness.

An understanding of the effects of emerging
technologies on:

current work practices/productivity
employment

work methods/techniques

market conditions/new markets
cost effectiveness.

3.3 Share updated knowledge with
customers and colleagues as appropriate,
and incorporate into day-to-day work
activities.

Learning experiences for the HSC must address:

An understanding of the value of sharing and updating
information to:

maintain professionalism
promote products and services
meet work goals

improve customer service
promote positive work relations.

Providing assistance to team members including:

Disseminating information through a variety of

formal/informal support
mentoring
sharing ideas and knowledge.

channels including:
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Element

Performance Criteria

Range Statement

HSC Requirements and Advice

direct mail

seminars

corporate websites/e-newsletters
call centre

one-on-one communication.
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Training Package | Tourism, Hospitality and Events (SIT07)

HSC Requirements

Unit title Source and provide Australian destination information and advice

and Advice

Unit code

SITTTSL004A

Competency field Sector HSC Indicative Hours

Tourism Sales and Operations Tourism 25

Unit descriptor

This unit describes the performance outcomes, skills and knowledge required to source and provide information and advice for Australian
destinations, including general product information such as what types or styles of product can the destination offer. The unit requires the ability to
identify appropriate information sources and research destinations in order to develop, update and maintain a general destination knowledge base
relevant to the industry sector and job role.

More specific and detailed product knowledge is covered in SITTTSLO02A Access and interpret product information. Selling skills are covered in
SITTTSLOOSA Sell tourism products and services.

No licensing, legislative, regulatory or certification requirements apply to this unit at the time of endorsement.

Prerequisite units

Nil

Application of the unit

This unit describes a key sales and operational function for a diverse range of Australian tourism products and services and applies to the full range
of industry sectors.

Tourism operators within Australia such as retailers, tour wholesalers and inbound tour operators would cover multiple Australian destinations.
Visitor information centres and some tour operators would specialise in one region. The range and depth of destination knowledge required will vary
according to the industry sector, workplace and job role. This unit does not require an in depth knowledge of every Australian destination sold by
every style of tourism operator but focuses on the ability to collect and interpret destination information to fulfil a particular sales or operational
need.

The unit applies to frontline sales and operations personnel who operate with some level of autonomy or under limited supervision and guidance
from others. It is undertaken by a diverse range of people such as visitor information officers, retail travel consultants, corporate consultants, inbound
tour coordinators, account managers for professional conference organisers, event coordinators, tour guides, hotel guest relations officers, tour desk
officers, reservations sales agents and owner—operators of small tourism businesses.

Because of the broad industry application of this unit and the variances in the essential general knowledge base, it is critical that assessment is
contextualised to meet the requirements of the specific industry sector, local tourism industry operations and the particular needs of the job role.
Providers of pre employment training programs must cover a broad range of destination knowledge in order to provide a choice of vocational
outcomes. Funding and hours allocated to training must reflect the breadth and depth of knowledge required.

Employability skills

The required outcomes described in this unit of competency contain applicable facets of employability skills. The Employability Skills Summary of
the qualification in which this unit of competency is packaged, will assist in identifying employability skill requirements.
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Evidence Guide

The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, required skills and knowledge, range statement and the Assessment Guidelines

for this Training Package.

Critical aspects for assessment and
evidence required to demonstrate
competency in this unit

Context of and specific resources for
assessment

Methods of assessment

Assessing employability skills

Evidence of the following is essential:

e ability to research current, relevant and
accurate information on Australian tourism
destinations and the styles of product
offered in those destinations

e knowledge of current industry information
networks and sources

e ability to source and provide tailored
Australian destination information and
advice in response to multiple customer
requests covering a range of Australian
tourism destinations; the breadth of
destination knowledge required to provide
advice to customers will vary according to
the industry sector and workplace

e project or work activities that show the
candidates’ ability to source and provide
Australian destination information and
advice within the context of the particular
industry sector in which they are working
or seeking work; for those undertaking
generic pre employment training,
assessment must cover a range of industry
contexts to allow for a broad range of
vocational outcomes

e sourcing and providing information and
advice within typical workplace time
constraints and the deadlines determined
by the customer.

Assessment must ensure:

e demonstration of skills within a fully
equipped industry realistic office
environment using appropriate
publications, computers, printers and
information programs currently used in the
tourism industry to store tourism related
information or demonstration within the
applicable sales environment for the sector
e.g. a conference venue for the Events
sector or touring environment for the
Guiding and Tour Operations sectors

e interaction with and involvement of
customers to whom destination and general
product advice can be given

e access to sources of destination and general
product information such as sales kits,
brochures, product manuals, supplier or
destination marketing organisation
information kits, electronic information
sources and information databases.

A range of assessment methods should be
used to assess practical skills and knowledge.
The following examples are appropriate for
this unit:

e direct observation of the candidate
sourcing current information and providing
advice to customers

e cvaluation of integrated activities
completed by the candidate, including
sourcing information on Australian
destinations, selling products, providing
quotations and issuing documents

e case studies and problem solving activities
to assess ability to respond to different
customers

e destination research activities for different
customer scenarios

e written and oral questioning or interview to
test knowledge of information sources and
key destination information

e review of portfolios of evidence and third
party workplace reports of on the job
performance by the candidate.

Holistic assessment with other units relevant
to the industry sector, workplace and job role
is recommended, for example:

e SITTTSLOO1A Operate an online
information system

e SITTTSLOOSA Sell tourism products and
services

e SITTTSLOOOA Prepare quotations

e SITTTSLO07A Receive and process
reservations

e SITTTSLOOSA Book and coordinate
supplier services.

Employability skills are integral to effective
performance in the workplace and are broadly
consistent across industry sectors. How these
skills are applied varies between occupations
and qualifications due to the different work
functions and contexts.

Employability skills embedded in this unit
should be assessed holistically with other
relevant units that make up the skill set or
qualification and in the context of the job
role.
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Required Skills and Knowledge

This section describes the essential skills and knowledge and their level, required for this unit.

HSC Requirements and Advice

The following skills must be assessed as part of this unit:

e basic research skills

e communication skills to identify the information needs of
customers and to seek and provide feedback on Australian
destinations; specifically actively listening, questioning and
verbal summary of information

e literacy skills to source, read and interpret general information on
destinations and complex information of specific health, safety
and regulatory issues that relate to Australian destinations.

The following knowledge must be assessed as part of this unit:

e general sources of information on regions and destinations

¢ industry information networks

¢ understanding of the ways in which customers seek information

o formats and styles of information presentation, including styles
that cater for those with special needs (e.g. presenting information
in large print or providing information electronically)

e sources of information on current health and safety issues for the
destination, including weather information, health advisory
notices issued by the federal and state or territory government
health departments and safety advisory information issued by
federal and local police authorities and emergency service
authorities

e ways that individuals update their knowledge in the tourism
industry

e breadth of Australian destination knowledge appropriate to the
sector or specific workplace; pre vocational assessment must
include coverage of all Australian States and Territories, the
major regions and destinations found within

o for each destination, the depth of knowledge must cover:

- key information on geographical features of the destination,
including destination location, climate and seasonal factors of
the destination the its region and major geographic features of
the destination and its region

- key information on cultural and related features of the
destination, including major cities, towns and tourist areas and
precincts; major, man-made tourist attractions; major
gateways for and transport networks within the destination and
its region; and very basic understanding of the history and
cultural aspects of the host community, including cultural mix.

Key Terms and Concepts

formal and informal research

general types of products on offer at a
destination

health and safety information

industry information networks and sources

e information and advice for Australian

destinations

information sources

key information on destination geographical
features

source and provide information

storage of destination information.
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Element

Performance Criteria

Range Statement

HSC Requirements and Advice

1 Develop knowledge of
Australian destinations.

1.1  Identify and access information sources
with current and accurate information on
Australian destinations.

The range statement relates to the unit of
competency as a whole. It allows for different
work environments and situations that may
affect performance. Bold italicised wording in
the performance criteria is detailed below.

Sources of destination information may

include:

e destination and product library

e internet and intranet

e state and federal government tourism
authority information systems

e regional tourism office information
systems.

Learning experiences for the HSC must address:

This unit of competency requires students to develop
knowledge in relation to Australian tourism
destinations in all states and territories and all major
regions and destinations within each state and
territory. Students are required to apply knowledge
and skills relating to Australian destination
information to cover a range of industry contexts.

Basic research skills for:

¢ identifying relevant information

e quotation techniques to obtain information

e sorting, summarising and presenting information.

An understanding of sources of destination
information including:
e trade product publications
e product updates and launches
trade seminars
trade and general media
formal training
familiarisations
internet/intranet/extranet
newspapers
brochures
personal experience
experience of colleagues
local government areas (LGA) and local tourism
authorities (LTA)
o state and federal government tourism authority
information systems
- Tourism Australia (TA)
- Tourism New South Wales
e regional tourism office information systems
- database
- website.

How to access and validate sources of information on
Australian destinations.
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Element

Performance Criteria

Range Statement

HSC Requirements and Advice

1.2 Obtain information on features of the
Australian destination and the general
style of tourism products available.

Features of the Australian destination may

include:

e major cities, towns and tourist areas and
precincts

e major man-made tourist attractions

major gateways for and transport networks

within the region and destination

history

local economy

local customs

special regional features

cultural elements

special features of the host community

local facilities, including banking and

public facility information

o facilities for customers with special needs.

1.3 Obtain key information on
geographical features and current
health and safety features of the
Australian destination.

Key information on geographical features

must include:

e Jocation of the destination and the region in
which it is located

e climate and seasonal factors of the
destination and its region

e major geographic features of the destination
and its region.

Key information on current health and safety

features may include:

e any current health risks, including diseases,
epidemics, and animal or insect infestation

e terrorism threats or current acts

e weather disasters or threats of bad weather,
e.g. fire, flood and storm.

Learning experiences for the HSC must address:

An understanding of the difference between a region
and a destination.

An awareness of the features of all major tourism
destination regions in each Australian state and
territory.

A detailed knowledge of at least one major region and
destination in each state and territory including:

o cultural and related features of the destination

e geographic features

o local facilities and attractions

Knowledge of sources of information relating to
health and safety issues for destinations including:
e weather information

e safety advisory information.

Knowledge of any health or safety risks prevalent at
the destination including:
e health risks
- marine bites/stings
- dangerous animals, eg sharks, crocodiles
e weather threats or disasters
- extreme weather such as cyclones, rain, storms,
floods
— bushfires
- natural disasters
— intense sun
e acts of terrorism or unrest
— actual
— threats.

Knowledge of key organisations issuing health and
safety information for destinations including:

o federal and state/territory health department

e federal and local police authorities.

1.4 Identify and obtain general information
on different tourism products available
to meet different customer needs.

General information on different tourism
products:
e may include:

- styles of product available within the

destination

Learning experiences for the HSC must address:

An understanding of the way tourism products are
classified including:
o type of product
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Element

Performance Criteria

Range Statement

HSC Requirements and Advice

- seasonal availability of product

- location of product within the
destination

may be found in:

- brochures

- e brochures

- sales kits

- supplier information kits

- product manuals

- advertising flyers.

seasonal availability
location within the destination.

Knowledge of types of tourism products including:

accommodation
events
attractions

tours

visitor services
transportation.

Knowledge of the sources of general product
information including:

product launches

sales kits

supplier/destination marketing information kits
brochures

product manuals

electronic sources

- websites

- e-brochures

o advertising flyers/advertisements

information databases.

Knowledge of the differing needs, preferences and
expectations of a range of customers.

1.5 Record and store destination
information for future use according to
organisation systems.

Storage of destination information may
include:

card reference systems

files and notes of particular destinations
files and notes for specific touring routes or
locations

files and notes for specific styles of
customer group

computerised database of information.

Learning experiences for the HSC must address:

Workplace/organisation policies and procedures for
storing and accessing information including:

creating and indexing resources

maintaining electronic or hard copy backups
updating files and resource information
locating resources/filing systems
confidentiality and privacy

security.

Knowledge of storage systems including:

card file
database
brochure racks
compactus.
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An understanding of filing classifications including:
e alphabetical

e numerical

e geographical

e chronological

e subject

e key word.

An understanding of the need for information to be
updated and accurate to maintain the integrity of the
system.

2 Update knowledge of
Australian destinations.

2.1 Use formal and informal research to
update destination and general product
knowledge.

Formal and informal research may include:

o informal discussions with colleagues

e undertaking formal study

e accessing and reading promotional

information, including travel guide

books, and product brochures and

updates

liaising with trade and general media

attending product launches

attending promotional seminars

direct contact with other organisations,

including suppliers, principals and

tourist information offices

familiarisations

accessing the internet and intranet

personal on-site observation or exploration

organising information from own memory

and experiences

watching television, videos and films

e listening to radio

e reading newspapers, books and other
references.

Learning experiences for the HSC must address:

Knowledge of types of research including:
e formal

- primary

- secondary
e informal.

Basic research skills for:

o identification of relevant information

e questioning techniques to obtain information

e sorting, summarising and presenting information.

2.2 Seck feedback from colleagues and
customers on experience with Australian
destinations and provide this to other
organisations where appropriate.

Learning experiences for the HSC must address:

Types of feedback including:
e positive

e negative

e constructive.
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2.3 Share updated information with
colleagues according to organisation
procedures.

Sources of feedback including:
feedback forms

follow-up emails

focus groups

call centres

internet message boards/chat rooms
industry familiarisations (famils)
message boards

trade seminars.

Communication and listening skills including:
e active listening

e questioning

e nonverbal communication.

How to elicit and interpret feedback.

Assessing the validity of feedback and judging the
value of referring this information to other
organisations.

An understanding of the importance of disseminating
feedback/information to colleagues and other
organisations through a variety of channels including:
e direct mail

trade seminars

corporate websites/e-newsletters

one-on-one communication

[ ]
[ ]
[ ]
e team meetings.

Learning experiences for the HSC must address:

An understanding of the value of sharing and updating
information including:

e maintaining professionalism

e promoting products and services

e meeting work goals

e improving customer service

e positive work relations.

3 Provide information and
advice on Australian
destinations.

3.1 Accurately identify the specific
information and advice needs of the
customer.

Learning experiences for the HSC must address:

Effective verbal and nonverbal communication.
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3.2 Provide arange of current and accurate
destination and general product
information and advice in a timely
manner and according to organisation
procedures.

The importance of communicating in language that is:
clear

concise

purposeful

correct

courteous

culturally sensitive.

Communication skills to enable quality customer

service:

e listening actively to what the customer is
communicating

e providing an opportunity for the customer to
confirm their request

e questioning to clarify and confirm customer needs

o seeking feedback from the customer to confirm
understanding of needs

e summarising and paraphrasing to check
understanding of customer message

e using appropriate body language.

Establishing customer preferences, needs and
expectations through:

e active listening

e using open, closed and reflective questions
e observing and recognising nonverbal signs.

A range of customers with different needs, preferences
and expectations.

Matching preferences, needs and expectations with the
most suitable product or service by knowing customer
and product/services.

Establishing the scope and depth of the information
required by the customer through:

e questioning and active listening techniques

e summarising and clarifying customer needs

e recording details as necessary.

Establishing good customer service practices
including:
e knowledge of destination information
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prompt response to customer enquiries

language that is targeted to the specific customer
friendly and courteous manner

positive gestures and body language
solutions-oriented approach.

3.3 Refer customers to current sources of
health and safety information.

o health advisory notices issued by federal
and state or territory government health
departments

o safety advisory information issued by
federal and local police authorities and
emergency service authorities.

Health and safety information may include:

3.4 Ensure that the scope and depth of the
information are appropriate to customer
needs.

3.5 Present the information and advice in an
appropriate format and style

Learning experiences for the HSC must address:

An understanding of the advantages and disadvantages
of presenting information in a variety of ways
including:

e written

e verbal

e nonverbal

e gcstures.

Knowledge of a variety of methods and mediums for
presenting information to customers including styles
that cater to individuals with special needs.
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