
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.
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On completion of this unit you will:

Learning outcomes Evidence requirements
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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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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 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

 



UV211526

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.
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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
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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.


