Travel & Tourism - Component 2 Knowledge Organiser

Infernal Customers Indlividuals

Definifion: "Those who you directly or Discover whether They will know

indirectly work with fo ensure someone else on The holiday

excellent service Is given To exlernal If They want To be on Their own?

cusfomers” If They are on holiday, They might

* Colleagues and staff with whom want To check in from Time To Time .
You work closely with a holiday rep.

¢ Supervisors and managers. R Some might want To be lefT alone.

* Directors ond Owners ~ © o
* Staff af other locations, =
*  Suppliers —

v
e Couples
*  Couples may be Travelling just as couple
or as part of a group.
*  They may want To have privacy or To
join in with ofhers.
s We as Travel experTs need To find This

ouf and cafer To Their needs,
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Types of Customer

Families

* Huge part of The Travel industry

*  Normally have one family member
who leads The holiday.

*  Talking To the children will also help and

allows Them To share Their excifement

of Their holiday.

Important fo remember: I
CusTomer service is only possiole if
everyone in The organisation (whether
or not They have direct confact with
The external customer) aims To give
custfomer safisfaction. It is like a chain

Culture and Ethnicity
Prevalent in The inbound sector
Different efhnicifies have different needs and

wishes.
Respect Their values and wishes
lgnorance can lead To people Taking offence




Safety
The Heallth and Safety af Work Act (1974) places a
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responsivility upon employers and employees To ensure The

safely of ourselves and oThers,

HoTels must have evacuation procedures in every bedroom
and coach drivers must remind customers To wear seat
bells,

Products and Services
*  Moake sure you know what products and

services your organisation offers and what
The benefits of Them are.

Learn abouT your competifors' products and
services so That They can emphasise To your
cusfomers what your organisation offers That
your competifors don't.

The cusTomer expects The product or service
They purchased delivers what your organised
promised.

Remember your 3P's (Product, Process and
Personal Behaviour)

[Tis not just about The flight and hotel Tha is
booked, it is about the personal service you're
providing. Are you knowledgeable, friendly
and responding appropriately To what they

have 1o say?

Assistance

People might reguire assistance with different Things
suchas.. @

* Baggage in their holiday desTination J
* Elderly customers climbing stairs and many more
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Customers will look To you for acvice. You are considered
The expert Examples might be...

A Train manager might be asked which side To sit on for
The besT views

A hotel receplionist is asked how To gef To a venue by a
cusfomer who missed Their coach

Boig checks are now more prominent
Thon ever before due To recent
Terrorist acTivilies. There is a increase
in CCTV, securily guards and body
and boggage searches. If you are
working in The indusTry, we need To
be exTra vigilanT and reporTing =
anything suspicious

Specific Needs

Some customers have special needs. IT may be
because of a disability. They may need help To an
eaisy access room or a wheelchair To Take tThem
To and from Their Transport They may need an

induction loop 1o help Them hear in public areas,
or an escorT because They are parTially sighted
They might have a diefary issue

Needs of different types of
Customer

Special Requests

Special regquests may also increase a cusfomers
enjoyment eg. a boltle of champagne in a bridal
suife for a honeymoon couple or a birfhday coke
arranged for a child's birfhday. A
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Recognising unstated needs
SomeTimes a customer doesn' realise They have a need, so IT is our job To identify Those unstaled needs Some examples might include ..

Verbal Requests

¢ Verbal requests might be face
To face
They might also be over the
Telephone

A family with children booking a holiday af a Travel agent might want a kids club option
Cabin crew reminding someone To fasten Their seafbelt 7
A cruise ship waifer noTicing someone not eating Their meal because They are in fact vegelarian and are Too shy To reguest a change.

Staff musT listen carefully To
what The cusTomer is saying or
asking and be prepoared To
respond helpfully,
knowledgeably and clearly

Booking Forms ==

Many Tour operafors are now offering online o
booking forms. Ue must make sure that They are .
Easy To read
J

Ask all The quesTions which the organisation
L heeds To be answered

Provide The information The cusTomer needs
Is clear and unambiguous

Responding to
Customer Needs

Meeting Expectafions

Exceeding Expeciaftions Your customer has been convinced To buy your

* Anficipate The customers needs before oroduct or service.

ng GSKI_ fon;:;ré _ tor Th ExP'°‘_”“9 You have given Them expectalions of what
ereonalise Ine experience for ine expeda‘l'lons of That product or service Wil provide.

e different 'theS They will also have expecTations based on

SO'_VB e U _ . previous cusfomer service experiences and
LI C@ =T 2 22 [ED L of customers in what Their culture and ethnicity expects.

bend doun To Talk To a child, so That the tfravel and CusTomers expect The information you provide
They can be at your eye level. You

: tourism sector Them To be Timely and accurafe
AL AL S UL E LD They expect Their journey To be punctual

They expect Their room To be clean

They're holding The child will enjoy This
gxpenenoe and ofher people "'U_'" = They expect Their family To be looked after (if
impressed by what you are doing, @ @ applicale)




