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Tourism Sales: Contextualising for Different Needs
Contextualisation: Why and What?
The diversity and flexibility of the Training Package brings with it the need for clever and responsible RTOs, who are able to interpret and adapt the Training Package to meet particular individual and industry needs. The Tourism Sales units are good examples of units that need effective contextualisation to achieve the outcomes industry needs. These units specifically require evidence of the following as a critical aspect of assessment:

project or work activities that show the candidates’ ability to sell tourism products and services 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

	Unit of Competency
	What’s the Same Across Contexts? (examples only)
	What Varies Across Contexts? (examples only)

	SITTTSL002A Access and interpret product information
	· Focus on customer service (eg meeting and exceeding expectations)

· Understanding of industry processes (eg for reservations, confirmations, itinerary development)

· Understanding of industry distribution networks (eg who sells to who, the role of agents and commissions, who are agents and who are principals)
· Ability to research (eg finding and analysing information)

Sales techniques (eg upselling, selling intangible products)
	· Customers (eg another industry colleague, member of the public, corporation)

· Products and services (eg a tour, a conference package, a type of entertainment)
· Ways of communicating (eg selling face to face, over the phone, via email)

· Depth and scope of product and service knowledge (eg specific products versus wider range)
· Technologies used (eg level of automation, types of systems)

Specific financial and business considerations (eg commission structures in different sectors)

	SITTTSL003A Source and provide international destination information and advice
	
	

	SITTTSL004A Source and provide Australian destination information and advice
	
	

	SITTTSL005A Sell tourism products and services
	
	

	SITTTSL006A Prepare quotations
	
	

	SITTTSL007A Receive and process reservations
	
	

	SITTTSL008A Book and coordinate supplier services
	
	


Different Tourism Contexts and Customers (a few examples)

	What’s the Work Context?
	Who is the Customer in this Context? What might they need?

(Examples based around North Queensland as the destination)

	A local, regional or State / Territory information centre


	· I’m a visitor from out of town; can you give me some information on dive trips?

· I work for a tour operator in Sydney and we are putting together some soft adventure packages in North Queensland – how can you help?

· I live in Cairns and my sister and her husband are visiting soon from overseas – can you give me details of different tours in the local area?

· This is Mary from Tourism Queensland – I’m looking for some really good promotional shots of the esplanade; do you have any?

· This is Fred from the Blue Dolphin motel – can we get hold of some more local area guides to display?

We’ve just spent a week here and we’re now heading south – can you provide some information on accommodation options about four hours south of here?

	A National tourist office
	· This is Cherry from WorldTours – we are expanding our Australian touring program, can we meet with someone to look at different options?

	An airline reservations office
	· Can I make reservations to Cairns from Melbourne next Sunday?

· What hire car arrangements does the airline have what are the costs?

	A travel agency


	· We’re considering a holiday in North Queensland. How much does it cost to fly to Cairns from Adelaide and what packages are available?

· I need to attend a meeting in Port Douglas; could you book some accommodation for me?

· I’d just like to check exactly how much my trip next week is going to cost

	A conference organiser’s office
	· This is David from the Engulf Corporation – we would like to outsource the organisation of our annual sales conference, is this the kind of work you do?

· This is Peter from the Cairns Tourism Authority – I understand you are organising a major conference here next year, how can we help you?

	A tour wholesaler office


	· This is Nathan from Egg Travel, I need some more information about how your packages can be tailored for people with special needs

· This is Louise from the View Hotel, you have an room allocation during August– can I check if it’s filled and we may need to recall some space 

	A tour operator office


	· This is Sally from IB Inbound we have a special sugar industry group, can you structure a tour to meet this need?

· I’d like to book on the full day tablelands tour – what is the price?

· This is Emma from Total Travel in Geelong – we are putting together an itinerary for a group of seniors in your area and I received your brochure from the local information centre – can you give me a group rate?

	A Tour Guiding situation
	· What extra tours can we take while we’re here?

· Can you help us with organising the next stage of our trip?

	A cruise company office
	· Hi this is Liz from the information centre – can you send us more brochures?

· This is Jane from the local travel agent – I’d like to make some bookings 

	A hotel reception area
	· This is Philip from Reef Tours – two of your guests are travelling with us tomorrow. Please advise them that pick up time is now 8.30am?

· This is Sally from Inound – we are planning a group tour next year, could you provide group rates for next June?


(adapted: check need to reference)
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