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The qualification

Introduction National Occupational Standards (NOS)

VTCT Level 2 Award in Principles of Customer 
Service for the Local and Visitor Economy 
prepares you to work in a customer service role 
within the hospitality, leisure, travel and tourism 
sector. You will develop your customer service 
and  communication skills to meet the needs of 
different customers effectively, especially those 
with specific needs. 

The five mandatory units focus on the skills, 
knowledge and understanding of the principles 
of customer service, valuing equality and 
diversity, cultural awareness and meeting the 
need of customers with a specific need. The 
qualification provides the underpinning skills, 
knowledge and understanding for the WorldHost 
programme.
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This qualification has been mapped to 
the relevant NOS, and is regulated on the 
Regulated Qualifications Framework (RQF). 
 

Prerequisites

There are no formal prerequisite qualifications 
that you must have prior to undertaking this 
qualification. 

Your centre will have ensured that you have 
the required knowledge, understanding and 
skills to enrol and successfully achieve this              
qualification.
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Progression
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On completion of this qualification you may 
choose to undertake further study; qualifications 
you could progress to include:
• Intermediate Level Apprenticeship in 

Hospitality and Catering - Food and 
Beverage Service

• Intermediate Level Apprenticeship in 
Customer Service

• VTCT Level 2 Certificate in Hospitality and 
Catering Principles (Food Service) 

• VTCT Level 2 Certificate in Hospitality and 
Catering Principles (Hospitality Services) 

• VTCT Level 3 Certificate in Customer 
Service 

Alternatively, you may wish to seek employment 
as:
• Trainee receptionist in a hotel
• Assistant in a canteen or motorway service 

station
• Waiting staff in a restaurant/café/coffee 

shop/brasserie/pub
• Customer service assistant at a tourist 

attraction, on a cruise ship or in a retail 
outlet
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Qualification structure

Mandatory units - 5 credits
VTCT 
unit code

Ofqual unit 
reference Unit title Credit 

value GLH Level

UV21152 T/600/1059 Principles of customer service in 
hospitality leisure travel and tourism 1 10 2

UV21587 Y/503/0110 Cultural awareness 1 8 2

UV21585 D/503/0111
The role of a customer service 
representative in welcoming tourists and 
visitors to their destination

1 9 2

UV21586 M/600/9208
Meet the requirements of customers in 
the hospitality, leisure, travel and tourism 
industry, with specific needs

1 10 2

UV21361 M/503/7497 Valuing equality and diversity in society 1 6 2

Total credits required - 5

4

All mandatory units must be completed.
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Guidance on assessment

This book contains the mandatory units that make up this qualification. Optional units will be 
provided in additional booklets (if applicable). Where indicated, VTCT will provide assessment 
materials. Assessments may be internal or external. The method of assessment is indicated in 
each unit.

Internal assessment  
(any requirements will be shown in the unit)

Assessment is set, marked and internally 
verified by the centre to clearly demonstrate 
achievement of the learning outcomes. 
Assessment is sampled by VTCT external 
verifiers.

Assessment explained

5

VTCT qualifications are assessed and verified 
by centre staff. Work will be set to improve your 
practical skills, knowledge and understanding.  
For practical elements, you will be observed 
by your assessor. All your work must be 
collected in a portfolio of evidence and cross-
referenced to requirements listed in this record 
of assessment book. 

Your centre will have an internal verifier whose 
role is to check that your assessment and 
evidence is valid and reliable and meets VTCT 
and regulatory requirements.

An external verifier, appointed by VTCT, will 
visit your centre to sample and quality-check 
assessments, the internal verification process 
and the evidence gathered. You may be 
asked to attend on a different day from usual if 
requested by the external verifier.

This record of assessment book is your 
property and must be in your possession when 
you are being assessed or verified. It must be 
kept safe. In some cases your centre will be 
required to keep it in a secure place. You and 
your course assessor will together complete 
this book to show achievement of all learning 
outcomes, assessment criteria and ranges. 

External assessment  
(any requirements will be shown in the unit)

Externally assessed question papers completed 
electronically will be set and marked by VTCT. 

Externally assessed hard-copy question papers 
will be set by VTCT, marked by centre staff and 
sampled by VTCT external verifiers. 
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Creating a portfolio of evidence

As part of this qualification you are required to 
produce a portfolio of evidence. A portfolio will 
confirm the knowledge, understanding and skills 
that you have learnt. It may be in electronic or 
paper format. 

Your assessor will provide guidance on how to 
prepare the portfolio of evidence and how to 
show practical achievement and understanding 
of the knowledge required to successfully 
complete this qualification. It is this booklet 
along with the portfolio of evidence that will 
serve as the prime source of evidence for this 
qualification.

Evidence in the portfolio may take the following 
forms:

• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies

All evidence should be documented in the 
portfolio and cross-referenced to unit outcomes. 
Constructing the portfolio of evidence should not 
be left to the end of the course. 

Many frequently asked questions and other 
useful information are detailed in the VTCT 
Candidate’s Handbook, which is available on 
the VTCT website at www.vtct.org.uk/students. 
Other questions should be addressed to the 
tutor, lecturer or assessor. 

6
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Unit assessment methods

This section provides an overview of the assessment methods that make up each unit in this 
qualification. Detailed information on assessment is provided in each unit.

Mandatory units 
External Internal

VTCT unit 
code Unit title Question 

paper(s) Observation(s) Portfolio of 
Evidence

UV21152
Principles of customer service 
in hospitality leisure travel and 
tourism

0 û 

UV21587 Cultural awareness 0 û 

UV21585

The role of a customer service 
representative in welcoming 
tourists and visitors to their 
destination

0 û 

UV21586

Meet the requirements of 
customers in the hospitality, 
leisure, travel and tourism industry, 
with specific needs

0 û 

UV21361 Valuing equality and diversity in 
society 0 û 
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Unit glossary
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Description

VTCT product 
code

All units are allocated a unique VTCT product code for identification purposes. 
This code should be quoted in all queries and correspondence to VTCT. 

Unit title The title clearly indicates the focus of the unit.

National 
Occupational 
Standards 
(NOS)

NOS describe the skills, knowledge and understanding needed to undertake a 
particular task or job to a nationally recognised level of competence.

Level
Level is an indication of the demand of the learning experience; the depth 
and/or complexity of achievement and independence in achieving the 
learning outcomes. 

Credit value
This is the number of credits awarded upon successful achievement of all unit 
outcomes. Credit is a numerical value that represents a means of recognising, 
measuring, valuing and comparing achievement.

Guided 
learning hours 
(GLH)

The activity of a learner in being taught or instructed by - or otherwise 
participating in education or training under the immediate guidance or supervision 
of - a lecturer, supervisor, tutor or other appropriate provider of education or 
training.

Total 
qualification 
time (TQT)

The number of hours an awarding organisation has assigned to a qualification for 
Guided Learning and an estimate of the number of hours a learner will reasonably be 
likely to spend in preparation, study, or any other form of participation in education or 
training. This includes assessment, which takes place as directed - but, unilke Guided 
Learning, not under the immediate guidance or supervision of - a lecturer, supervisor, 
tutor or other appropriate provider of education or training.

Observations This indicates the minimum number of competent observations, per outcome, 
required to achieve the unit.

Learning 
outcomes

The learning outcomes are the most important component of the unit; they set 
out what is expected in terms of knowing, understanding and practical 
ability as a result of the learning process. Learning outcomes are the results 
of learning.

Evidence 
requirements This section provides guidelines on how evidence must be gathered. 

Observation 
outcome

An observation outcome details the tasks that must be practically 
demonstrated to achieve the unit. 

Knowledge 
outcome

A knowledge outcome details the theoretical requirements of a unit that must 
be evidenced through oral questioning, a mandatory written question paper, a 
portfolio of evidence or other forms of evidence.

Assessment 
criteria

Assessment criteria set out what is required, in terms of achievement, to meet 
a learning outcome. The assessment criteria and learning outcomes are the 
components that inform the learning and assessment that should take place. 
Assessment criteria define the standard expected to meet learning outcomes.

Range The range indicates what must be covered. Ranges must be practically 
demonstrated in parallel with the unit’s observation outcomes. 



UV21152
Principles of customer service 
in hospitality, leisure, travel and 
tourism
The aim of this unit is to develop your knowledge and 
understanding of customer service in hospitality, leisure, 
and travel and tourism. You will develop an understanding 
of why it is important to provide excellent customer service, 
and of the importance of the role you can play as an 
individual to deliver effective customer service. 

You will develop the skills required to respond to internal and 
external customers’ needs and expectations, whether you are 
part of the hospitality, leisure or travel and tourism industries.

UV21152_v7



Observation(s)

GLH

Credit value 

Level

External paper(s)

0

10

1

2

0



On completion of this unit you will:

Learning outcomes Evidence requirements

UV21152

1. Understand the importance to the 
organisation in providing excellent customer 
service in the hospitality, leisure, travel and 
tourism industries

2. Understand the role of the individual 
in delivering customer service in the 
hospitality, leisure, travel and tourism 
industries

3. Understand the importance of customers’ 
needs and expectations in the hospitality, 
leisure, travel and tourism industries

1. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the Knowledge section of this 
unit. In most cases this can be done 
by professional discussion and/or oral 
questioning. Other methods, such as 
projects, assignments and/or reflective 
accounts may also be used. 

2. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes in this 
unit. All outcomes must be achieved. 

3. External paper                                   
There is no external paper requirement for 
this unit.                 
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Principles of customer service 
in hospitality, leisure, travel and 
tourism



Achieving knowledge outcomes

Developing knowledge

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below*: 

• Projects
• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies
• Professional discussion

Where applicable your assessor will integrate 
knowledge outcomes into practical observations 
through professional discussion and/or oral 
questioning. 

When a criterion has been orally questioned 
and achieved, your assessor will record this 
evidence in written form or by other appropriate 
means. There is no need for you to produce 
additional evidence as this criterion has already 
been achieved.

Some knowledge and understanding outcomes 
may require you to show that you know and 
understand how to do something. If you have 
practical evidence from your own work that 
meets knowledge criteria, then there is no 
requirement for you to be questioned again on 
the same topic. 

*This is not an exhaustive list.

UV2115212



Knowledge
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Learning outcome 1 

Understand the importance to the organisation in providing 
excellent customer service in the hospitality, leisure, travel and 
tourism industries

You can: Portfolio reference 

a. Describe the role of the organisation in relation to customer service

b. Identify the characteristics and benefits of excellent customer service

c. Give examples of internal and external customers in the industries

d. Describe the importance of product knowledge and sales to 
organisational success

e. Describe the importance of organisational procedures for customer 
service
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Learning outcome 2 

Understand the role of the individual in delivering customer 
service in the hospitality, leisure, travel and tourism industries

You can: Portfolio reference

a. Identify the benefits of excellent customer service for the individual

b. Describe the importance of positive attitude, behaviour and 
motivation in providing excellent customer service

c. Describe the importance of personal presentation within the industries

d. Explain the importance of using appropriate types of communication

e. Describe the importance of effective listening skills
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Learning outcome 3 

Understand the importance of customers’ needs and 
expectations in the hospitality, leisure, travel and tourism 
industries

You can: Portfolio reference

a. Identify what is meant by customer needs and expectations in the 
industries

b. Identify the importance of anticipating and responding to varying 
customers’ needs and expectations

c. Describe the factors that influence the customers’ choice of 
products and services

d. Describe the importance of meeting and exceeding customer 
expectations

e. Describe the importance of dealing with complaints in a positive 
manner

f. Explain the importance of complaint handling procedures

 



Outcome 1: Understand the importance to the organisation in providing 
excellent customer service in the hospitality, leisure, travel and tourism 
industries

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.

UV2115216

Role of the organisation in relation 
to customer service: Provide a range 
of services and products to customers, 
consistently monitor and evaluate and 
continually improve customer service 
standards within the organisation through 
customers’ feedback, analyse data and 
records, comply with key legislation 
(current health and safety, data protection, 
equality, food safety, consumer, sale of 
goods, supply of goods and services, 
trade descriptions, consumer protection, 
consumer credit). 

Characteristics of excellent customer 
service: Meet customer needs, exceed 
customer expectations, establish a rapport 
with customers, consistently meet customer 
service standards, effectively respond to 
changes in customers’ needs, actively 
collect customer feedback and act upon if 
appropriate. 

Benefits of excellent customer service: 
Repeat business, customer loyalty, 
customer satisfaction, increase in usage, 
sales and demand, increase in customers,  
increased staff morale, lower staff turnover, 
increased job satisfaction, reputation, fewer 
complaints. 

Internal customers in the industries: 
Colleagues (from within the same 
department, organisation, group), supplier, 
contractors. 

External customers in the industries: 
Groups (affinity, non-affinity), individuals, 
with specific needs (dietary, disability, non-

English speaking, health issues, cultural 
difference), age range (children, young 
adults, adults, older adults).

Importance of product knowledge and 
sales to organisational success: Offer 
best possible advice and guidance, be able 
to answer questions, create a professional 
environment, cross-selling, up-selling, 
match products and services to customer 
needs, encourage secondary spend, 
provide excellent customer service. 

Product knowledge: Price (discounts, 
offers, concessions), availability (opening 
times, stock levels, how long for delivery if 
ordered, room/table occupancy), suitable 
alternatives (similar products, later or 
earlier availability), product information 
(double/twin room, table by window, 
vegetarian menu, menu specials), special 
requirements (disabled room, babysitting 
service booking, ground floor room, early/
late check-out). 

Importance of organisational procedures 
for customer service: Standard approach, 
standards of care, consistent service levels, 
confident and well-trained staff, ensure safe 
and secure environment. 

Organisational procedures: 
Implementation of customer charter 
(dealing with complaints, standard service 
levels), collection and monitoring of 
complaints and feedback, emergency/
evacuation, monitoring of health and 
safety and security legislation and codes of 
practice.
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Outcome 2: Understand the role of the individual in delivering customer 
service in the hospitality, leisure, travel and tourism industries

Benefits of excellent customer service 
for the individual: Job satisfaction, 
motivation, increase in sales, monetary 
rewards, acknowledgment from 
organisation (employee of the month), 
build relationships with customer, possible 
promotion.

Importance of positive attitude, 
behaviour and motivation in providing 
excellent customer service: Create a 
positive first impression, create helpful and 
approachable environment, make customer 
feel important and valued, create positive 
relationship with customer. 

Positive attitude, behaviour and 
motivation: Open body language, friendly 
and polite, professional approach, helpful, 
knowledgeable, excellent communication 
skills, behaviour (conduct, attitude, 
timekeeping, dependability), presentation 
of work area and equipment.

Importance of personal presentation: 
Create positive first impression of self 
and organisation, present a professional 
image, to comply with health and safety, 
to meet job requirements, to maintain the 
organisation’s brand image.

Importance of using appropriate types 
of communication: Meet the needs of the 
customer, be understood, most appropriate 
for situation (formal letter, informal letter, 
email, text, telephone call, face to face 
situation). 

Communication types: Verbal (face 
to face, telephone), non-verbal (body 
language, written). 

Appropriate: Positive, no jargon, clear 
and concise, adapted to customer’s needs 
(talking to a child or an adult), polite, 

reinforced by positive body language (eye 
contact, smiling, listening), in line with 
organisation’s guidance (letter style, font, 
standard content), follow a verbal script.  

Importance of effective listening skills: 
Establish customer’s needs, engage with 
customer, be able to repeat information 
given by customer, quickly and effectively 
respond to customer. 

Listening skills: Look like you are 
listening, eye contact, positive body 
language, do not interrupt, respond in 
appropriate places during conversation,  
look for customers’ body language to judge 
situation, focus on the customer, verifying, 
summarising.



Outcome 3: Understand the importance of customers’ needs and 
expectations in the hospitality, leisure, travel and tourism industries

UV2115218

Customer needs in the industries: 
Information (price, availability, product 
knowledge), guidance (where to go for 
additional information), advice (product 
best suited to their needs), health and 
safety and security. 

Customer expectations in the 
industries: Level of service (information 
given is correct and reliable), value for 
money, assistance when needed (help with 
luggage), reliable (products and services 
available when promised). 

Importance of anticipating and 
responding to varying customers’ needs 
and expectations: Meet customer’s 
individual needs, repeat business, 
customer loyalty. 

Factors that influence the customer’s 
choice of products and services: Price, 
value for money, levels of service received, 
organisation’s reputation, referral from 
friends, existing customer. 

Importance of meeting and exceeding 
customer expectations: Customer 
experience, customer satisfaction 
reputation, advertising via word of mouth, 
increase in sales.

Importance of dealing with complaints 
in a positive manner: Turn a negative 
situation into a positive one if dealt with 
correctly, customer satisfaction, create 
a positive impression, alter customer’s 
perception of organisation or staff. 

Importance of complaint handling 
procedures: Standard approach, deal with 
each situation fairly, follow guidance for 
compensation.



UV21587
Cultural awareness

The aim of this unit is to develop your knowledge 
and understanding of different cultures and how to 
communicate with them. You will learn what is meant 
by the term culture, how to identify barriers to and the 
importance of effective communication when dealing 
with people from different cultures. You will learn how to 
identify the skills and techniques needed to communicate 
effectively with people from different cultures and develop 
an understanding of how to use these skills and techniques 
in the workplace.

UV21587_v5



Observation(s)

GLH

Credit value 

Level

External paper(s)

0

8

1

2

0



On completion of this unit you will:

Learning outcomes Evidence requirements

UV21587

1. Understand what is meant by culture

2. Understand the importance of effective 
communication with people from different 
cultures

3. Know how to communicate with people from 
different cultures

1. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the Knowledge section of this 
unit. In most cases this can be done 
by professional discussion and/or oral 
questioning. Other methods, such as 
projects, assignments and/or reflective 
accounts may also be used. 

2. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes in this 
unit. All outcomes must be achieved. 

3. External paper                                   
There is no external paper requirement for 
this unit.                 

21

Cultural awareness



Achieving knowledge outcomes

Developing knowledge

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below*: 

• Projects
• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies
• Professional discussion

Where applicable your assessor will integrate 
knowledge outcomes into practical observations 
through professional discussion and/or oral 
questioning. 

When a criterion has been orally questioned 
and achieved, your assessor will record this 
evidence in written form or by other appropriate 
means. There is no need for you to produce 
additional evidence as this criterion has already 
been achieved.

Some knowledge and understanding outcomes 
may require you to show that you know and 
understand how to do something. If you have 
practical evidence from your own work that 
meets knowledge criteria, then there is no 
requirement for you to be questioned again on 
the same topic. 

*This is not an exhaustive list.

UV2158722
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Learning outcome 1 

Understand what is meant by culture

You can: Portfolio reference

a. Explain the term culture

b. Explain the differences between discrimination, prejudice and 
stereotyping

c. Give examples of stereotyping

d. Give examples of different types of cultures in the local community

e. State how cultural diversity can contribute positively to the local 
and national economy
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Learning outcome 2 

Understand the importance of effective communication with 
people from different cultures

You can: Portfolio reference

a. Explain the importance of positive attitude and behaviour when 
communicating with people from different cultures

b. State the barriers to effective communication with people from 
different cultures
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Learning outcome 3 

Know how to communicate with people from different cultures

You can: Portfolio reference

a. Identify appropriate skills and techniques to communicate 
effectively with people from different cultures

b. Describe how to use effective listening skills

 



Outcome 2: Understand the importance of effective communication with 
people from different cultures

Importance: Meeting needs, establishing 
productive relationships, creating 
positive environment, helping prevent 
misunderstanding.

Attitude: Acceptance, respectful, positive. 

Behaviour: Observing cultural difference, 
patience, open body language.  

Barriers: Lack of understanding, making 
assumptions, making judgements, 
preconceptions and stereotyping, cultural 
dominance, uneasiness.

Outcome 1: Understand what is meant by culture

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.

UV2158726

Culture: Lifestyles, differences in 
communication (gesticulation, gestures, 
language, body language, eye contact), 
shared beliefs, values (customs, traditions, 
religious), perceptions, attitudes. 

Discrimination: The unjust or prejudicial 
treatment of different categories of people. 

Prejudice: Dislike, hostility, or unjust 
behaviour deriving from preconceived and 
unfounded opinions.

Stereotyping: A widely held but fixed and 
oversimplified image or idea of a particular 
type of person or thing.

Different types of cultures: Nationality, 
gender, sexual orientation, race, ethnicity, 
religion, age, region.

Positive contribution to the local and 
national economy: Increase in inbound 
tourism (visiting family and friends), 
increase in business to meet different 
cultures’ needs (kosher shops, specialist 
bakers, delicatessen selling different 
cultures’ favourite foods, specialist clothes 
and material shops), increase in local 
employment (local businesses that employ 
local employees), increase in specialist 
skills offered by the community, increase 
in spending (local community spend in 
local business that provide culture-based 
products).
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Outcome 3: Know how to communicate with people from different cultures

Skills and techniques: Non-verbal (body 
language, gestures, eye contact, touch), 
verbal (language, use of slang, use of 
jargon), vocal (tone, pace, pitch), visual 
prompts (images, signage, photographs, 
maps, personal space, body language), 
asking appropriate questions. 

Listening skills: Look like you are 
listening, eye contact, positive body 
language, do not interrupt, respond in 
appropriate places during conversation, 
look for customer’s body language to 
judge situation, focus on the customer, 
appropriate questioning, verifying, 
summarising.
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Notes 
Use this area for notes and diagrams



UV21585
The role of a customer service 
representative in welcoming 
tourists and visitors to their 
destination
The aim of this unit is to develop the knowledge 
and understanding of the role of a customer service 
representative in delivering customer service and how 
your attitude and behaviour are important in ensuring that 
visitors and tourists have a positive experience. 

You will investigate different types of visitors, the types 
of services offered at destinations and the importance of 
tourism to destinations. You will explore the role and the 
qualities needed to become a successful customer service 
representative and the sources of information used to 
assist in dealing with questions and queries of tourists and 
visitors.

UV21585_v6



Observation(s)

GLH

Credit value 

Level

External paper(s)

0

9

1

2

0



On completion of this unit you will:

Learning outcomes Evidence requirements

UV21585

1. Understand the importance of welcoming 
tourists/visitors to a destination

2. Know the customers of a tourist/visitor 
destination

3. Know what is available at a tourist/visitor 
destination

4. Understand the role of a customer service 
representative at a tourist/visitor destination

1. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the Knowledge section of this 
unit. In most cases this can be done 
by professional discussion and/or oral 
questioning. Other methods, such as 
projects, assignments and/or reflective 
accounts may also be used. 

2. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes in this 
unit. All outcomes must be achieved. 

3. External paper                                   
There is no external paper requirement for 
this unit.                 
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The role of a customer service 
representative in welcoming tourists 
and visitors to their destination



Achieving knowledge outcomes

Developing knowledge

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below*: 

• Projects
• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies
• Professional discussion

Where applicable your assessor will integrate 
knowledge outcomes into practical observations 
through professional discussion and/or oral 
questioning. 

When a criterion has been orally questioned 
and achieved, your assessor will record this 
evidence in written form or by other appropriate 
means. There is no need for you to produce 
additional evidence as this criterion has already 
been achieved.

Some knowledge and understanding outcomes 
may require you to show that you know and 
understand how to do something. If you have 
practical evidence from your own work that 
meets knowledge criteria, then there is no 
requirement for you to be questioned again on 
the same topic. 

*This is not an exhaustive list.

UV2158532



Knowledge
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Learning outcome 1 

Understand the importance of welcoming tourists/visitors to a 
destination

You can: Portfolio reference 

a. Explain the importance of positive attitude and behaviour in 
providing a warm welcome to tourists/visitors to create a lasting 
impression

b. Outline different communication skills/techniques used to welcome 
tourists/visitors to the destination
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Learning outcome 2 

Know the customers of a tourist/visitor destination

You can: Portfolio reference

a. Identify the types of tourists/visitors that come to the destination

b. Describe how tourist/visitor needs may differ

c. Explain the importance of responding to tourists/visitors differently, 
according to their different needs
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Learning outcome 3 

Know what is available at a tourist/visitor destination

You can: Portfolio reference

a. Identify different sources of information about a destination

b. Identify the products/local businesses/events and places of interest 
available in a destination

c. Outline the services available to a tourist/visitor at the destination

d. State the resources available to support the tourist/visitor at a 
destination
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Learning outcome 4 

Understand the role of a customer service representative at a 
tourist/visitor destination

You can: Portfolio reference

a. Describe the qualities of a tourist/visitor customer service 
representative

b. Describe the role of a tourist/visitor customer service 
representative

c. Describe the resources in the destination

d. Explain the importance of the tourism industry in the destination

e. State the importance of positive attitude and behaviour in providing 
excellent customer service

 



Outcome 1: Understand the importance of welcoming tourists/visitors to a 
destination

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.
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Positive attitude: Respectful, patient, 
friendly, smiling. 

Positive behaviour: Friendly approach 
positive body language, observing 
cultural difference, meeting customers’ 
needs, prompt, empathetic, responsive, 
professional, ‘go the extra mile’ and offer 
alternatives.

Importance of positive attitude and 
behaviour: Creating a good impression, 
customer recommendations, promoting the 

destination, positive customer experience, 
repeat business, creates positive working 
environment, increased customer spend. 

Communication skills/techniques: 
Non-verbal (body language, gestures, eye 
contact, touch), verbal (language, use of 
slang, use of jargon), vocal (tone, pace, 
pitch), visual prompts (images, signage, 
photographs, maps, personal space, body 
language), asking appropriate questions, 
listening. 

Outcome 2: Know the customers of a tourist/visitor destination

Types of tourists: Domestic, inbound, 
foreign language speakers, families, 
different age groups, specialist interest 
groups, individuals, cultural differences, 
specific needs, special requirements.

Tourist/visitor needs: Information needs, 
language needs (information in popular 
languages, translators, representatives 
who speak languages other than English), 
cultural considerations, products and 
service needs (kosher food, vegetarian 
food, prayer room, children’s facilities, 
children’s menus, play areas, family 
rooms, cots, babysitting service, baby 
changing facilities, business equipment, 
internet access), specific needs related to 
disabilities (disabled access, Braille menus, 
vibrating pillow for hearing impaired guests 

to alert them to fire alarms, assistance and 
emergency assistance), health, safety and 
security. 

Importance of responding to tourists’/
visitors’ different needs: Equality, 
inclusivity, meet individual need, exceeding 
expectations, customer experience, 
creating a good impression, customer 
recommendations, promoting the 
destination, repeat business.



Outcome 3: Know what is available at a tourist/visitor destination

Sources of information: Paper-
based (maps, guide books, leaflets), 
websites and apps (destination guide 
map, accommodations websites), 
representatives with local knowledge.  

Products/local businesses/events/
places of interest: Local products 
(traditional foods and dishes, local crafts), 
souvenirs and postcards, where to eat, 
where to stay, shopping, visitor attractions 
(manmade (museums, art galleries, 
churches, cathedrals), tourist information, 
local events (music, festivals country fairs, 
food fairs, local markets, sporting events), 
natural (mountains, gorges, lakes, coast 
and beaches)). 

Services available: Transport stations, car 
parking, post office, toilets, banks, religious 
services. 

Resources available: Tour guides, 
medical assistance, tourist information 
centres, signage, maps, guidebooks, 
leaflets, visitor information. 
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Outcome 4: Understand the role of a customer service representative at a 
tourist/visitor destination

Qualities of a tourist/visitor customer 
service representative: Professional, 
excellent personal presentation, positive 
attitude, friendly, helpful, able to solve 
problems, patient, polite, organised, 
knowledgeable, excellent communication 
skills. 

Role: Providing information, giving 
assistance, giving positive first impression, 
ensuring health and safety and security, 
promoting the destination, meeting and 
exceeding the customers’ needs. 

Resources: Tourist information centre, 
chamber of commerce, emergency 
services. 

Importance of the tourism industry: 
More jobs, economic, improvement in 
infrastructure, keep traditional crafts. 

Importance of positive attitude and 
behaviour: Creating a good impression, 
exceed customers’ expectations, customer 
recommendations, promoting the 
destination, positive customer experience, 
repeat business, staff motivation. 



UV21586
Meet the requirements of 
customers in the hospitality, leisure, 
travel and tourism industry, with 
specific needs
The aim of this unit is to develop the knowledge and 
understanding required to provide excellent customer 
service to customers with a range of specific needs in the 
hospitality, leisure, travel and tourism sector. 

You will investigate the needs of customers with disabilities 
and specific needs and the benefits of providing an 
accessible service. You will learn about the requirements 
of current disability and equality legislation and how to 
plan for improvements in services and accessibility. You 
will investigate the importance of effective communication 
with customers and identify ways to gain feedback from 
customers with specific needs.
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On completion of this unit you will:

Learning outcomes Evidence requirements
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1. Understand the need to provide an 
accessible service

2. Know how to communicate effectively with 
customers with specific needs

1. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the Knowledge section of this 
unit. In most cases this can be done 
by professional discussion and/or oral 
questioning. Other methods, such as 
projects, assignments and/or reflective 
accounts may also be used. 

2. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes in this 
unit. All outcomes must be achieved. 

3. External paper                                   
There is no external paper requirement for 
this unit.                 
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Meet the requirements of customers 
in the hospitality, leisure, travel and 
tourism industry, with specific needs



Achieving knowledge outcomes

Developing knowledge

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below*: 

• Projects
• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies
• Professional discussion

Where applicable your assessor will integrate 
knowledge outcomes into practical observations 
through professional discussion and/or oral 
questioning. 

When a criterion has been orally questioned 
and achieved, your assessor will record this 
evidence in written form or by other appropriate 
means. There is no need for you to produce 
additional evidence as this criterion has already 
been achieved.

Some knowledge and understanding outcomes 
may require you to show that you know and 
understand how to do something. If you have 
practical evidence from your own work that 
meets knowledge criteria, then there is no 
requirement for you to be questioned again on 
the same topic. 

*This is not an exhaustive list.
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Knowledge
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Learning outcome 1 

Understand the need to provide an accessible service

You can: Portfolio reference 

a. Identify reasons for providing high service standards to disabled 
people

b. Identify the benefits of an accessible service

c. Describe key points of legislation related to providing a service for 
disabled people

d. Describe ways to proactively meet the needs of disabled 
customers

e. Explain how to plan improvements in services and accessibility
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Learning outcome 2 

Know how to communicate effectively with customers with 
specific needs

You can: Portfolio reference

a. Describe the importance of effective communication

b. Give examples of ways to communicate with a range of customers 
with specific needs

c. Give examples of ways to gain feedback from customers with 
specific needs

 



Outcome 1: Understand the need to provide an accessible service

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.
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Disability: Physical or mental impairment 
that has a ‘substantial’ and ‘long-term’ 
negative effect on your ability to do normal 
daily activities.

High service standards: Meet customer 
needs, exceed customer expectations, 
establish a rapport with customers, 
consistently meet customer service 
standards, effectively respond to changes 
in customers’ needs, actively collect 
customer feedback and act upon if 
appropriate.

Reasons: Customer satisfaction, 
legislation compliance, to ensure the 
customers’ needs are met, changing 
markets within industry, widening range of 
opportunities for disabled customers.

Benefits of an accessible service: 
Repeat business, customer loyalty, 
customer satisfaction, increase in usage, 
sales and demand, increase in customers, 
increased staff morale, lower staff turnover, 
increased job satisfaction, reputation, fewer 
complaints.

Legislation: Current legislation appropriate 
for delivery environment. 

Key points: Direct discrimination, indirect 
discrimination, legislation covering 
discrimination against people with 
disabilities, reasonable adjustments.

Meet the needs of disabled customers: 
Consider individual needs, respect privacy, 
behaviour (treat with respect and dignity, 
do not patronise), communication (speak 
directly with customer, ask the customer 

questions, use correct language, avoid 
making assumptions). 

Plan improvements: Within legislation 
requirements timeframes, based on 
customer feedback, meet current customer 
needs, policies and procedures, training.

Products and services: Range of 
facilities, additional support material (larger 
print, Braille), designated car parking 
facilities close to entrance, accessible 
toilets, shower and changing facilities, 
inclusion in mainstream activities, lifts 
and ramps as required, low counter 
access for wheelchair users in reception, 
clear directional signage, induction loop 
in reception area for hearing impaired 
customers, use of customer feedback 
(focus groups, surveys etc.), making 
reasonable adjustments, additional support 
staff.

Accessibility: Building design, floor layout, 
national accessible scheme logos.



Outcome 2: Know how to communicate effectively with customers with 
specific needs

UV2158646

Specific needs: Mobility impairments, 
visual impairment, hearing impairments, 
speech impairments, mental impairment, 
learning difficulties, health conditions, 
customers whose first language is not 
English, parents with small children, older 
customers. 

Importance of effective communication: 
Quickly establish customers’ needs, put 
customer at their ease, deal with situations 
efficiently, build rapport with customers, 
ensure understanding, reduce complaints, 
effective teamwork, customer satisfaction, 
overcome barriers (awkwardness, fear of 
saying or doing the wrong thing), health 
and safety. 

Communication: Non-verbal (body 
language, gestures, eye contact, touch), 
verbal (language, use of slang, use of 
jargon), vocal (tone, pace, pitch), visual 
prompts (images, signage, photographs, 
maps, personal space, body language), 
asking appropriate questions, adapting 
normal methods of communication. 

Ways to gain feedback: Mystery shopper, 
questionnaires, focus groups, feedback 
forms, observations, customer review sites 
(TripAdvisor).



UV21361
Valuing equality and diversity in 
society

The aim of this unit is to develop your knowledge and 
understanding of equality and diversity, and your ability to 
recognise positive approaches that promote it.
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On completion of this unit you will:

Learning outcomes Evidence requirements

Valuing equality and diversity in 
society

1. Understand what is meant by diversity and 
appreciate its value to society

2. Understand what is meant by stereotyping 
and the underlying assumptions and 
generalisations

3. Understand the concept of equal 
opportunities

4. Be able to recognise positive approaches 
that promote equality and diversity

1. Achieving outcomes 
All outcomes must be achieved and 
evidenced in your portfolio of evidence. 
Evidence may include practical observed 
work, witness statements, audiovisual 
media, projects, assignments, case studies, 
reflective accounts, oral/written questioning 
and/or other forms of evidence. 

2. Tutor/Assessor guidance                                                                                                      
You will be guided by your tutor/assessor 
on how to achieve learning outcomes in 
this unit. All assessment criteria must be 
evidenced.
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Outcome 1

Outcomes

UV2136150

Understand what is meant by diversity and appreciate its value 
to society

You can: Description of 
evidence

Portfolio             
reference

a. Describe the moral, social and economic 
case for valuing the contribution made 
by diverse groups to our communities
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Outcome 2 
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Understand what is meant by stereotyping and the underlying 
assumptions and generalisations

You can: Description of 
evidence

Portfolio             
reference

a. Describe different ways in which 
stereotyping contributes to negative 
attitudes and behaviour

b. Describe the impact of stereotyping on 
different targeted groups



Outcome 3

Understand the concept of equal opportunities

You can: Description of 
evidence

Portfolio             
reference

a. Explain what an equal opportunities 
policy sets out to achieve

b. Describe ways in which an equal 
opportunities policy promotes inclusion

UV2136152
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Outcome 4 
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Be able to recognise positive approaches that promote equality 
and diversity

You can: Description of 
evidence

Portfolio             
reference

a. Assess the effectiveness of a range of 
approaches by which an individual or 
an organisation can positively support 
equality and diversity



Outcome 1: Understand what is meant by diversity and appreciate its value 
to society

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.
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Moral, social and economic case: 
Diverse social groups (age, race, gender, 
religion, disability, sexual orientation), moral 
case (e.g. fairness, dignity, acceptance, 
equal opportunities), social case (e.g. 
cultural awareness, cultural integration, 
social cohesion), economic case (e.g. 
diversity of talent and employment skills, 
work productivity, economic growth).

Outcome 2: Understand what is meant by stereotyping and the underlying 
assumptions and generalisations

Contribution of stereotyping to negative 
attitudes and behaviour: Stereotypes 
change our perceptions and opinions 
of social groups, stereotypes affect our 
judgement about others, stereotypes can 
lead to unfair treatment (e.g. employment 
opportunities, life opportunities). 

Impact of stereotyping on targeted 
groups: Examples of stereotyping different 
groups (e.g. ‘hoodies’ are trouble makers, 
African Americans are the best athletes, 
people with disabilities are unable work, 
men are stronger than women, effeminate 
men are gay, football fans are hooligans), 
impacts (e.g. negative attitude and 
behaviour, poor psychological wellbeing, 
barriers to participation, discrimination).



Outcome 3: Understand the concept of equal opportunities
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Equal opportunities policy: To provide 
equality of opportunity and fairness for all 
regardless of gender/marital status/race/
ethnic origin/nationality/national origin/
disability/sexual orientation/religion/age, 
to avoid unfair discrimination, to act as a 
reference point in the event of dispute, 
examples of different equal opportunities 
policies within organisations (e.g. aims and 
objectives, content, review).

Ways equal opportunities policy 
promotes inclusion: Defines rights and 
responsibilities, promotes fair and dignified 
treatment, eliminates discrimination, values 
contributions from everyone, removes 
barriers to participation, case studies of 
equal opportunities policy in action.

Outcome 4: Be able to recognise positive approaches that promote equality 
and diversity

Positively supporting equality and 
diversity: Individual (e.g. acceptance of 
differences, ignoring stereotypes, respect 
for others, embracing positive contribution 
of diverse groups, volunteering to work 
with diverse groups), organisation (e.g. 
equal opportunities and inclusion policy, 
equal employment opportunities and 
pay, reasonable adjustments, removal of 
barriers, support a culture of fairness and 
respect for others, education), assessing 
the effectiveness of approaches (e.g. case 
studies, level of success and achievement, 
diversity statistics, feedback from diverse 
groups in the community).
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Notes 
Use this area for making notes and drawing diagrams


