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Check Into Travel: 

Introduction to the 
Travel Industry 



Travel Terminology
Travel uses a lot of specialist terms and it’s important to have a good under-
standing of what these mean. Here are a few; many more are included as you 
work through the chapters.

ABTA is the Association of British Travel Agents

ATOL is an Air Travel Organiser’s Licence which protects the customer from 
losing money or being stranded abroad if the tour operator or travel agent 
ceases to trade

Allocation is a block of hotel rooms or airline seats which are made available 
to a tour operator or travel agent

American Plan (AP) is accommodation with breakfast and two main meals

Apex is a travel ticket which has an advanced purchased agreement

Budget Airlines: Also called ‘No Frills’ or ‘Low Cost’ airlines. They operate 
schedules (regular timetables) like the larger airlines, but often with lower 
fares. They fly on short-haul routes and sometimes in and out of less popular 
airports

Charter aircraft are commissioned for a specific period of time and usually fly 
with a full load of passengers to a given destination

Check in: When departing for a journey there is a minimum time by which the 
passenger needs to let the carrier know they are travelling. Many airlines are 
now allowing customers to check on-line and print off their Boarding Pass at 
home

Collision Damage Waiver (CDW) is an extra insurance cover which custom-
ers, who are hiring a car, should be advised to take in case of an accident

Commission is a percentage payment made to a travel agent by principals 
such as tour operators, airlines, ferry companies and car hire firms

CRS: Computer Reservation System



The UK Travel Industry – A History
Tourism is actually thousands of years old and many of the facilities and amenities 
demanded by modern tourists were provided then – albeit in basic form - such as 
travel, accommodation, catering services, guides and souvenir shops. The earli-
est forms of tourism can be traced back to Egyptian, Greek and Roman times. 
The Roman Empire in particular aided the growth in travel: first class roads and 
staging inns led to comparatively safe and convenient travel. The Empire was so 
large that they were the first to visit friends and relations (VFR). However, with the 
collapse of the Roman Empire travel become much more dangerous. 

Pre 1670: Before 1670, holidays played an important role in the life of the pub-
lic. The term holiday had its origin in ‘holy days’ and from earliest times religion 
provided the framework within which leisure time was spent. This rarely involved 
travel from one place to another. More likely a village would, for example, have 
held a ‘wake’ on the eve of the local saint’s festival days. 

Post 1670: Grand Tour of Europe: Under the reign of Elizabeth I, young men 
who sought a position at court were encouraged to travel to visit the major cultural 
centres of Europe. This was given the term ‘Grand Tour’ and was used as early as 
1670. As a result, a number of destinations were opened up to the British traveller 
such as Avignon and Montpellier, an ideal base for Provence and a staging post 
for Italy. By the nineteenth century, travelling for pleasure took precedent and this 
lead to the development of the French Riviera as a major destination for British 
tourists.

UK Spas: The Roman Empire established the benefits of spas within the UK. The 
most popular were Bath and Buxton which eventually became important centres 
of social life for high society as well as royalty during the eighteenth and early 
nineteenth centuries. Not only were spas popular because of the health ben-
efits to be found from the mineral waters that bubbled up out of the ground, they 
became centres of high fashion, deliberately setting out to create a select and 
exclusive image. Eventually, in the early nineteenth century, the common charac-
teristics of resorts to go ‘down market’ led to changing clientele, with the landed 
gentry replaced by wealthy merchants and the professional class. In the mid nine-
teenth century, spas began to lose their popularity, very much due to the increase 
in popularity of UK seaside resorts.



Websites  
Some travel websites offer the visitor to a site a look and book service. Over the 
next few pages we will look at virtual tours and where you can access reviews of 
destinations.

Here are the 10 most popular travel websites ranked by a combination of constantly 
updated traffic statistics:

1. Trip Advisor     2. Yahoo! Travel

3. Expedia      4. Travelocity

5. Priceline      6. Orbitz

7. Kayak      8. Hotels

8. Travelzoo     10. Hotwire

Source: http://www.ebizmba.com/articles/travel-websites. March 2013



Travel Reviews
 
There are many companies that offer a website dedicated to travel and hotel stays. 
Users can find helpful resources on holiday hot spots and accommodations that 
can be found in and around them. The websites consist primarily of reviews of 
destinations and hotels that allow users to get an unbiased look at the accommodation 
available in the places they plan to visit. 

Users can also participate on the site by providing a review of places they have 
visited as well as corresponding photographs to share with the Holiday Watchdog 
community.

Probably the most well-known site is Trip Advisor and, as we have already seen, is 
the most visited travel site on the internet. 

An example of one of its pages is shown below. 



Travel & 
Tourism 
Sector

Visitor attractions Tourism 
development and 

promotion
Tour operations

Travel agents

AccommodationTransport

Ancillary services

Businesses within the Industry

A description of each is provided on the next page.



 Exercise 8

Answer the following concerning retail and business travel agents:

1. The two largest retail travel agents in the UK are T______ C_____ and

    T____________ . 

2. Three of the main business travel companies are:

 a) A______________ E_____________.

 b) C____________ W________________.

 c) H_______ R__________________.

3. Describe how both types of travel agents make a profit?



 Example of Vertical & Horizontal Integration

 ABC                   AV                                      
 HOTELS                                                                                 AIRLINES             

Vertical integration

                       
                                    
                             Horizontal                                                                 Horizontal 
                                         Integration                                                                Integration

 Go Greek                             TOUR OPERATOR                    Worldwide
 Holidays                                                                                           Holidays

   Vertical integration

RETAIL TRAVEL AGENCY



Organisations

This section is designed to give you an understanding of some of the                                       
organisations that exist within the Industry. These organisations are there for the 
most part to either protect the customer, or to ensure consistency in products or 
services.

There are three key organisations:

The Association of British Travel Agents (ABTA)• 

The International Air Transport Association (IATA)• 

The Civil Aviation Authority (CAA) who issues the Air Travel Organisers                  • 
Licence (ATOL)

These are described in more detailed in the next couple of pages.



The UK Travel Industry in the 21st Century

There have been a number of changes to the travel industry over the past few 
years. These include:

The development of specialist holidays such as all-inclusive holidays,  cruising • 
and golfing breaks

The decline of trips to the traditional British seaside• 

Changing fashion for day trips. e.g. cross-channel crossing• 

The growth of short-breaks as a second or third break during the year• 

The growth of low-cost air carriers (also known as budget or no frills airlines), • 
making air travel cheaper and easier to book.

Disposable income levels• 

Major international incidents. e.g. war, terrorism,  natural disasters• 

Political issues• 

The biggest change in recent years has been the availability of the Internet through 
home computers, something that most people now have in their homes. ..



Check Into Travel: 

Worldwide Travel Destinations 



 2. On the map of the World below,  identify which letter represents the location
      of the following tourist areas  - Hawaii, The Whitsundays, The Caribbean Islands
      and the Garden Route.  

 

C

B

A

D



1 2

3 4



Los Angeles in California is the entertainment capital of the world, and the streets 
of Hollywood often feel like the world’s biggest reality show.  The United States’ 
second largest city, Los Angeles is also one of its most diverse; Los Angeles’ 
borders encompass dozens of neighbourhoods shaped by immigrants, including 
Chinatown, Little Tokyo, Historic Filipinotown, Little Armenia, Koreatown, 
Tehrangeles, the Byzantine-Latino Quarter and Thai Town.

Los Angeles is also the home of the original Disneyland and Universal 
Studios.

San Francisco is the other great city in California. It is smaller than Los Angeles 
and does not have the warm tropical beaches, but it is much more scenic. 
Hillside streets lined with Victorian houses overlook a large blue bay surrounded 
by pastoral mountains. Historic cable cars still ascend the steep streets, and the 
magnificent Golden Gate Bridge frames its Pacific inlet. It is less than an hour’s 
drive to the Napa Valley and Sonoma Valley wine country, and a half-day to 
beautiful Yosemite National Park.

USA
The main areas are:

New York City is the largest metropolitan centre in the USA. It is famous for 
the Statue of Liberty, Empire State building, museums, Broadway theatres, 
restaurants, Times Square, nightlife and shopping. It is a huge vibrant city that 
never seems to sleep. There are many opportunities for entertainment in its 
myriad of nightclubs, bars, theatres, and sports arenas. There are lots of cultural 
attractions in its museums, art galleries and concert halls. New York has three 
airports John F Kennedy, La Guardia and Newark.



 

 Exercise 17
  Can you name these famous US landmarks and their locations?

1 2

3 4



South America
To some people South America is probably most famous for its footballers! Many 
come from the countries of South America, e.g. Brazil and Argentina. 

It is quite a long flight to any South American country and therefore it is not so 
popular for Britons going on holiday, but attracts visitors on business and also 
many special interest type tours. There are several important attractions, including 
the Andes mountain range which stretches through the spine of the continent and 
great rivers such as the Amazon and the Orinoco.

Listed below are many of the countries in South America including their key airport, 
what to do and  see there.
 
Peru 

Capital is•	  Lima
Lake Titicaca – the highest lake in the world and Cuzco, the ancient •	
capital.
Macchu Picchu •	 - The world famous Lost City of the Incas. Visit and follow 
the Inca Trail.

Brazil
Capital is•	  Brasilia
Key cities are •	 Rio de Janeiro and Sao Paulo
Rio de Janeiro, beaches, carnivals, the Amazon and hosts to the football •	
World Cup in 2014 and the Olympic Games in 2016!
Iguaçu Falls•	



 6. On the map of Australia below, indicate which letter represents the following: 

 i) Sydney

 ii) Perth

 iii) Ayers Rock

 iv) The Great Barrier Reef

 v) Kakadu National Park

 

A

E

C

B

D



Singapore
Singapore is a thriving city and in the crowded streets of Chinatown, fortune tellers, 
calligraphers and temple worshippers are still a part of everyday life. Recapture 
the colonial era with a gin sling under the ceiling fans at the world famous Raffles 
Hotel. Orchard Road is the area where the high-class hotels dominate and tourists 
are lured by the shopping centres, nightspots, restaurants, bars and lounges. 

Sentosa Island is the city-state’s most visited attraction, especially at the weekends. 
It has museums, aquariums, beaches (with imported sand), sporting facilities, 
walks, rides and food centres. 

India
India lies in South Asia, between 
Pakistan, China and Nepal. To the north 
it is bordered by the world’s highest 
mountain chain, where foothill valleys 
cover the northernmost of the country’s 
26 states.

Further south, plateaus, tropical rain 
forests and sandy deserts are bordered 
by palm fringed beaches. The busy 
capital Delhi has a fascinating history 
and there are many superb things to 
see and do; the bazaars of Paharganj 
are a wonderful introduction to India’s 
backpacker trail; the city’s monuments 
are among the most architecturally 
striking in the country; and the food is 
great. It’s an excellent base for visiting 
Agra and the Taj Mahal, and Jaipur is 
less than five hours away. 

Goa is the most comprehensive beach 
resort in the country and its coastline 
provides endless sun drenched crescents 
of sand.



Exercise 38
 On the  map of Africa, indicate which letter represents the location of the
      following:

 Kenya      Madagascar
 
 Morocco      South Africa

A

C

D

B



 Exercise 44
 1. Place a tick under the relevant country to indicate where each of the following 
     resorts are located.

   Italy   Greece  Portugal  Spain  Turkey  France
 Kavos

 Bodrum

 Lido di Jesolo

 Benidorm

 Lloret de Mar

 Cannes

 Torremolinos

 Faliraki

 Nice

 Albufeira

 Rimini

 2. Match the following European tourist attractions with its location:

 The Louvre       Athens
  The Prado       Istanbul
  Blue Mosque      Gibraltar
  St Marks Square     Granada
  Acropolis       Madrid
  Upper Rock Nature Reserve    Venice
  Colosseum      Paris
  Alhambra      Rome



 Exercise 46

 1. What is the location of St Peter’s Basilica?

 2. Name the building which was built as a private chapel for the Pope.

 3. Identify the tourist attraction located in Rome.

 a) Colosseum 
 b) Atomium
 c) Arc de Triomphe
 d) Tivoli Gardens

 4. Identify the tourist attraction which is located in Venice.

 a) Uffizi Gallery
 b) Trevi Fountain
 c) Sistine Chapel
 d) St Marks Square

 5. Which one of the following tourist attractions is located near Naples in southern 
     Italy?

 a) Doges’ Palace
 b) Pompeii
 c) Ponte Vecchio
 d) Uffizi Gallery

 6. Which one of the following tourist regions is located in Italy?

 a) The Algarve
 b) The Neapolitan Riviera
 c) Canaries
 d) Cote D’Azur



 Exercise 52
 How many tourist attractions in the UK do you know? Match the tourist attractions
 with the pictures provided on the following pages and what part of the UK it is
 located. 

 Picture no.   Tourist Attraction    Location

     Blackpool Pleasure Beach

     Giants Causeway

     Eden Project

     Stonehenge

     Edinburgh Castle

     The Shard

     Hadrian’s Wall

     London Eye



 Exercise 18
 1. Disneyland is in California. True or False?

 2. On the map of the USA below, which letter indicates the location of California - 
     A, B, C or D? 
 

D

AB

C



Check Into Travel: 

Air 



Air Jargon Buster
Below is a list of air travel terms and jargon that you are likely to encounter in air fares 
and ticketing. Some of these will be explained in more detail later in the module.

2-Letter Code: To simplify communication in the airline world, IATA (International Air 
Transport Association) has designated all scheduled airlines with two letter codes. 
These are used in reservations, tickets, timetables and fare tables. 

Accompanied/Unaccompanied Baggage: Accompanied baggage is carried in the 
same vehicle as the passenger (and may be checked or unchecked). Unaccompanied 
baggage is carried separately as cargo.

Airline Code: Specifically, the unique two or three digit indicators that identify specific 
airlines in CRS systems.

Alliance: A term for airlines that have grouped together – formed an alliance – to 
give them a stronger identity and larger market share.

Apex: An air fare or air ticket which has an advance purchase requirement.

APD: Air Passenger Duty (charge payable on tickets for flights leaving the UK).

Arrival Times: All timetables give the time that the flight will arrive in local time.

ATB: Automated Ticket and Boarding Pass.

BCBP: Bar Coded Boarding Passes

Black Box: Also known as the Cockpit Recorder or the Flight Data Recorder. 
Records all of the data transmissions such as air speed and the voice and sound 
transmissions. 

Budget Airlines:  Also called ‘No Frills’ or ‘Low Cost’ airlines). They operate schedules 
(regular timetables) but often with lower fares. They fly on short-haul routes and 
sometimes in and out of less popular airports.

Bulk Head seats: The physical walls on an aircraft that separates the plane into 
different sections (such as business class and economy class). These seats usually 
have limited storage, and may have either more or less leg room. 



Check in Times
Check-in times vary depending on the airline and destination and its important that 
the right information is given. Travellers are generally advised to check-in at the 
airport approximately three hours before a charter flight and two hours before a 
scheduled flight but this will depend on the destination. 

Self-Check-in at airports:•  Where this service is available, passengers can 
save time by checking in at a kiosk where they can choose their seat and print 
their own boarding pass. From there, they can go to a ‘fast bag drop’ and leave 
their hold baggage. Passengers without baggage can go straight to the boarding 
gate.

Online check-in for airlines:•  Using this system, passengers can check-in online 
from their home or office choosing their seat and printing their boarding pass.

Bar Coded Boarding Passes (BCBP): • Bar Coded Boarding Passes (BCBP) 
use IATA industry standard 2D bar codes. They can be accessed anywhere - 
even from a mobile phone - so they offer more convenience for the passenger. 
They also don’t need to be printed on expensive   paper stock and facilitate off-
airport check-in, so they save the industry millions every year. All IATA airlines 
are now BCBP which means that magnetic stripe boarding passes are history.  

Millions of passengers are already downloading boarding passes from the internet 
before travelling to airports. The passes contain a barcode, similar to those used at 
supermarket checkouts. Now the technology is in place to send the same barcode 
to a mobile phone, so passengers can simply place their handsets under scan-
ners at security and departure gates then walk straight on to the plane if they have 
no luggage. Those with suitcases would leave them at the baggage drop and be         
issued with reclaim tags before moving on to the departure lounge.



Case Study: 
London Heathrow Terminal 3
Outward Journey Process:

Check-in1. 
Security check (passport checked, carry on luggage through X-ray machine, 2. 
passenger through metal detector)

Return journey process:

Immigration (Passport control)1. 
Baggage claim (Collect baggage that was checked into hold)2. 
Customs3. 



 

Exercise 5
Name the following airlines from their logo and state whether they are a 
scheduled airline, a charter airline or a low-cost carrier. 

1.        2.   

3.        4.

5.            6. 



The Phonetic Alphabet 
The phonetic alphabet is used by airlines and other organisations in the travel 
industry to aid effective communication. It uses words for each letter, as follows:

A Alpha     B Bravo    C Charlie

D Delta     E Echo    F Foxtrot

G Golf     H Hotel    I India

J Juliet     K Kilo    L Lima

M Mike     N November   O Oscar

P Papa     Q Quebec   R Romeo

S Sierra     T Tango    U Uniform

V Victor     W Whisky   X X-ray

Y Yankee    Z Zulu

The most important use of the phonetic alphabet is during telephone conversations. 
It can help to ensure that accurate information is communicated when providing 
or confirming important details, such as clients’ names, booking references, place 
names and postcodes.

Example: The name of a passenger called Watson could be clearly conveyed by 
saying: 

Whisky Alpha Tango Sierra Oscar November.



Aircraft Seating Plans
Dreamliner



Timetables for Scheduled Flights
The main manual source of scheduled airline information within the travel industry 
is the OAG Flight Guide Worldwide. It lists all the scheduled services around the 
world, including direct and connecting flights. 

Study the OAG extract below detailing flights from Birmingham to Aberdeen. The 
OAG shows all airlines operating between Birmingham and Aberdeen. It will list 
the direct flights first, followed by any transfer connections. A transfer connection is 
when there is a change of flight number and aircraft.

The city where the change takes place is known as a transit city/point. Flights are 
ordered by departure time starting with the earliest and direct flights first.

Destination city Airport codes will always be shown whenever the city 
has more than one airport, or if there is more than one 
city with the same name 

     
      
Aberdeen UK ABZ

MTWTF••   0845 BHX  1025 ABZ  BA4171  0 DH8 SBLKM
•••••••S   1010 BHX  1150 ABZ  BA4171  0 DH8 SBLKM
•••••S•    1245 BHX  1425 ABZ  BA4177  0 DH8 SBLKM
MTWTF•• From 6Apr  1510 BHX  1650 ABZ  BA4173  0 DH8 SBLKM
•••••••S     From 11Apr 1805 BHX  1945 ABZ  BA4175  0 DH8 SBLKM
MTWTF••   1830 BHX  2010 ABZ  BA4175  0 DHB SBLKM

TRANSFER CONNECTIONS    ←Transfer connections are
    listed below direct flights

MTWTF•• 6Apr-30Apr 0725 BHX  0825  NCL  BA8390  0 J41 SBLK!
0925  NCL  1025 ABZ  BA4052  0 DH8 SBLKM

MTWTF•• From 4May 0725 BHX  0825  NCL  BA8390  0 J41 SBLK!
0925  NCL  1025 ABZ  BA4052  0 DH8 SBLKM

MTWTF•• 6Apr-30Apr 1600 BHX  1700  NCL  BA8394  0 J41 SBLK!
                                    1830  NCL  1930 ABZ  BA4096  0 DH8 SBLKM

                       

 
                Airport code will always be
                                    shown for the transit city   



Australia Time Zones 

The map below shows the time differences between Australia and GMT.
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What is a Package Holiday?

A package holiday is...

“one where the accommodation, transport and transfer are put together 
and sold as a package”

In 1992, The Package Travel, Package Holidays and Package Tours Regulations 
came into effect. These regulations give a legal definition of the term ‘package 
holiday’.  

As stated above, a package holiday includes a minimum of two of the three following 
elements:

Transport • 
Accommodation• 
Tourist services• , such as a transfer

This type of holiday is booked in advance and is sold at an inclusive price, meaning 
the customer pays for everything all together. It must also cover a period of more 
than 24 hours or include overnight accommodation.

As a consumer, you are protected by the Package Travel, Package Holidays and 
Package Tours Regulations 1992. Be aware that many holiday arrangements 
are not covered by the package travel regulations. For example, if you make 
up your own package on the internet using different suppliers for transport and 
accommodation.

If  making arrangements through a single website, check with the website to see if 
they are supplying a package holiday protected by the regulations. If not,  consider 
buying travel insurance in case the suppliers go bankrupt.



Package Holiday Accommodation      
  

Tour operators agree an allocation of accommodation with hoteliers in the same 
way as they arrange flights. They may contract just a few rooms in a hotel or 
apartment building, or they may buy all the rooms for the entire season. 

Accommodation is a vital part of package holidays.  Over recent years the types of 
accommodation on offer has increased tremendously and today the customer has 
a wide choice of places to stay. The main types of accommodation are:

 • Hotels
 • Self-catering

Most countries, including the UK, operate systems of classifying and grading 
accommodation establishments to assist consumers in selecting accommodation 
to meet their needs.  Within the UK, star ratings are awarded by tourist boards, 
the Automobile Association (AA) and the Royal Automobile Club (RAC). Many tour 
operators provide their own system of grading based on a specific criteria which is 
usually explained on the website or the front of a brochure. This is to help customers 
with some consistency, as grading systems vary from country to country.

Many packages in hotels and holiday centres include meals. Different arrangements 
apply including: 

Half board (HB)• : breakfast and lunch or dinner each day

Full board (FB)• : breakfast, lunch and dinner each day. Full board arrangements    
can also be described as American plan (AP)

All inclusives (AI) • includes a minimum of three meals a day, soft drinks, most 
alcoholic drinks and possibily other services in the prices



 
 Exercise 6
 Answer the following questions using the Kuoni brochure in the appendix on
 pages 111 to 115. 

 1. Which are the best months to visit Vietnam?

 2. Which month is the wettest in Hanoi, Vietnam?

 3. When is it suggested that rooms need to be vacated for departure?

 4. When is Ramadan this year and how long does it last?

 5. Which UK airport does Qatar Airways have departures from?

 6. Is a visa required for visiting St Lucia?

 



 

Hotel Ducs de Savoie,
Courcheval

This 4 star hotel offers excellent facilities:

• indoor swimming pool
• sauna and solarium
• games room
• children’s play area
• restaurant
• skiing to your door

DEPARTURE DATE HOTEL DUCS DE SAVOIE
(HOL NO F1276)

FLIGHT SUPPLEMENTS 
(All dates)

Dec 16 
Dec 23 
Dec 30 
Jan 06 - Jan 30 
Feb 03 - Feb 10 
Feb 17 
Feb 24 - Mar 10 
Mar 17 - Mar 31 
Apr 07- Apr 14 

569.00
699.00
765.00
545.00
595.00
735.00
699.00
569.00
545.00

LGW – 10.00
MAN – 18.00
BHX – 20.00
GLA – 20.00
EDI – 18.00
BFS – 25.00

All prices per person in pounds

Children 2-12 years 25% reduction all dates (when sharing with 2 adults)
Infants under 2 pay administration charge of £25.00

Insurance up to 8 days
Adults - £43.00• 
Children up to 12 years £25.00• 
Family Insurance (2 adults and up to 4 children under 12) £99.00• 

SKI PACKS (6 days)       adult                child (under 12)

Skis/sticks                              £49                  £30
Boots                                     £25                   £15
Lift pass (Courcheval only)    £102                 £70
Lift pass (3 Valleys area)       £125                 £85
Ski school (6 x 2.5 hours)      £69                   £45



Check Into Travel: 
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European Rail
Thomas Cook publishes a European Train Timetable, which is a comprehensive 
guide to train times throughout Europe. It also lists shipping services. Travel agents 
may hold stocks of these to sell to their customers.

Eurostar 

Using Eurostar and Euro Tunnel, train travel to Europe is an easy option. The high 
speed Eurostar train takes you directly from London St Pancras International, 
Ebbsfleet International or Ashford (Kent) to the centre of Paris, Brussels, Lille, 
Calais, Provence (during the summer) and even right to the gates of Disneyland 
Resort Paris. In addition, they have recenty made it easier for skiers to travel to 
Switzerland by train in the winter by launching a weekly high-speed service to 
some of the country’s top resorts. Trains will travel to the heart of the Swiss Alps 
and the Valais region, serving several resorts including Verbier, Zermatt, Saas 
Fee and Gstaad. 

The Eurostar takes 2 hours 35 minutes to Paris and 2 hours and 20 minutes to 
Brussels.  Eurostar connects at Lille with high speed rail services to SE and SW 
France and in Brussels with services to Holland, Germany and beyond. In due 
course Eurostar services will extend northwards from London.

There are three classes of travel on Eurostar:

Standard• 

Leisure Select• 

Business Premier• 



Famous Rail Journeys of the World
Here are just some of the most famous rail journeys around the world.

The Trans-Siberia Railway: • The world’s best known and greatest rail journey 
- from Moscow through eight time zones, crossing from Europe to Asia, across 
taiga and steppe to the Pacific coast at Vladivostok. The Tran-Siberian Railway 
is the longest continuous rail line on earth, each run clattering along in an epic 
journey of almost six thousand miles (or about ten thousand kilometres) over 
one third of the globe. A trip between Moscow and Vladivostok by regular service 
train takes six and a half days and covers 5,772 miles.

The Venice-Simplon Orient Express:•  The world’s most celebrated train, the 
Venice Simplon-Orient-Express carries passengers across Europe in the style 
of a bygone era. The glamorous carriages, sumptuous cuisine and personal 
service, which is beyond comparison, make a journey on the VSOE the perfect 
place for a celebration or special holiday.

Palace on Wheels:•  Explore the princely state of Rajasthan in India - land of 
the great Maharajas, deserts, fortresses and lake palaces. The 7 night journey 
includes stops in Jaipur, Sawaii Madopur, Agra, Jaisalmer, Jodhpur and 
Chittaurgash.

The Blue Train: • The route between Pretoria and Cape Town is a 27-hour 
journey of 1600 kilometres though some of the most diverse offered by the 
African sub-Continent.

The Ghan:•  2979 kilometres through the Australian Outback from Adelaide to 
Darwin via Alice Springs.

Rocky Mountaineer: • “The Most Spectacular Train Trips in the World” Travel 
onboard the Rocky Mountaineer from Vancouver to Calgary or Jasper British 
Columbia. En route you will pass through the fertile valleys and scenic Canyons 
until reaching the splendours of the Canadian Rockies.



UK & Ireland Ferry Ports



 Exercise 8 - Ferry

 1. What type of craft provides the fastest services between the UK and Holland? 

 2. Name the ferry companies that operate each of the following routes.

 a) Larne to Cairnryan:

 b) Troon to Belfast: 

 c) Newhaven to Dieppe: 

 3. DFDS Seaways operates a service from Newcastle to Ijmuiden. For which
       capital city is this route convenient? 

 4. List the ferry services provided between the UK mainland and the Isle of Wight,
      indicating whether they convey car/foot passengers, the name of the ferry
      company and the type of ferry used.

Route Car/Foot 
Passenger

Ferry 
Company

Type of Ferry

Lymington to 
Yarmouth

Southampton to West 
Cowes

Southampton to East 
Cowes

Portsmouth to 
Fishbourne

Portsmouth to Ryde 

Southsea to Ryde
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Types of Accommodation
There are a number of different types of accommodation providers. They                        
include:

Hotels• 
Hostels• 
Motels• 
Camping and caravan sites• 
Bed & breakfasts• 
Holiday parks• 
Campus accommodation• 

Accommodation providers vary greatly in terms of the products and services they 
offer, the types of customer they attract, the prices they charge as well as location 
of their properties and their ownership. In this module we are going to concentrate 
on hotels. 

Star ratings

In the UK, there are a variety of grading systems with the most common being the 
AA star system from one being the lowest and five the highest. Other examples  of 
gradings include diamonds and keys. 

There is no standard star rating system for hotels across the world, or even across 
Europe. All countries have their own system of rating hotels and each has a dif-
ferent set of guidelines. On the next page are some typical descriptions of hotel 
ratings made by online hotel providers.



 Exercise 5
 Use the price grid below to calculate the cost of the following arrangements. 
 NB Read the information carefully - some prices are per room, while others
 are per person.

 1. What is the cost for a couple staying in a Garden Room at The Royal Highland
     Hotel for one night in October?

 2. How much would an overnight stay in a superior sea view room cost during the
     summer?
 

The Royal Highland Hotel

Room rates are in pounds (£) per room per night and are based on two people sharing  

 

 
 Supplements: £30.00 per room per night for a Superior Garden Room
  £40.00 per room per night for a Superior Seaview Room
  £25.00 per room for flowers, champagne and chocolates 
  on arrival for special occasions
 
 Meals:  £10.00 per person for a Full Scottish Breakfast
  £30.00 per person for a 4 Course Dinner 

 

Season Spring Summer Winter 
 Mar-May Jun-Sep Oct-Feb 

Seaview Room  140 165 125  

Garden Room  110 130 100

Standard Room 100 115 90



Accommodation Developments
One of the most recent developments in hotels is the opportunity to check in                    
digitally. Details of this with Hilton Hotels are described below in an extract from a 
press release.

Digital Check-in and Room Selection

 Hilton Worldwide has announced that its digital check-in and room selection 
 technology is now live across more than 4,100 hotels spanning 11 brands 
 worldwide. This includes more than 119 hotels in UK & Ireland.

 Through their Hilton HHonors accounts, guests will be able to check-in and 
 choose their exact room from digital floor plans, or lists, on desktop, tablet and
 mobile devices. They will also be able to further customise their stay by 
 requesting upgrades or making special requests with the simple click of a 
 button.

 Geraldine Calpin, the company’s global head of digital, said, “Digital check-in 
 and room selection puts our guests in the driving seat and gives them 
 unprecedented choice and control across their entire stay. Never before 
 have guests been able to check-in, select their room from a digital floor plan 
 and customise their room ready for arrival.”

 To coincide with the global rollout, the company has also launched an update 
 to its Hilton HHonors iOS app, which now provides a new interface and 
 improved functionality.

 Source: Travel Bulletin



The European Health Insurance Card
(EHIC)
European Health Insurance Card (EHIC) is a card that entitles the holder to               
reduced-cost, sometimes free, medical treatment in The European Economic Area 
(EEA). This consists of the member states of the European Community (EC) plus 
Iceland, Liechtenstein and Norway. The EC reciprocal health care arrangements 
apply to all of these countries. In addition, Switzerland, whilst not an EC or EAA 
country, will provide reduced-cost emergency treatment to UK residents on pro-
duction of an EHIC.

The EHIC is available, free of charge, online at www.ehic.org.uk and is normally 
valid for up to five years. Travellers will only need to complete one application form 
to apply and receive an EHIC for themselves, their spouse or partner and their 
children. The extract below is from the ‘Health Advice for Travellers’ booklet about 
obtaining treatment in Belgium. 

BELGIUM

Where to Obtain Information & Refunds
The regional offices of the Auxiliary Fund for Sickness and Invalidity Insurance 
or the offices of the Local Sickness Funds. Auxiliary Fund offices are usually 
located in each provincial capital.

Doctors, Dentists & Prescriptions
Consult any doctor or dentist and show EHIC. You will be charged for 
treatment. Obtain a receipt on the official form. Take a prescription to any 
dispensing chemist. Show your EHIC and pay for the medicines. Obtain a 
receipt and ensure that your copy of the prescription is stamped. 

Around 75% of the cost of treatment and approved medicines will be 
refunded if you apply to a Sickness Fund Office with your EHIC, your receipts 
and your copy of any prescriptions.

Hospital Treatment
Take EHIC to a local Sickness Fund Office, which will authorise payment of 
a percentage of hospital costs - excluding ambulance charges which are 
not refundable. Ask them where to obtain treatment at the most favourable 
rates. If you cannot contact the Sickness Fund Office first, give your EHIC to 
the hospital authorities and ask them to obtain a certificate from the office 
stating that it will pay part of your costs.



Travellers Cheques: Although less popular than they once were, these are by far 
the safest way to carry money. Travellers cheques can be replaced within 48 hours 
if lost or stolen, as long as the passenger has a record of the cheque numbers. 
A list of the numbers is given at the time of purchase and should always be kept 
separately from the actual cheques. When cashing cheques a form of identification 
is normally required, and a fee or commission may be charged for cashing them.

Travellers cheques are most often purchased in sterling, but in certain circumstances 
it is better to buy the cheques in local currency, such as US dollar cheques for 
the USA and Australian dollar cheques for Australia. In the USA most shops and 
restaurants will accept US dollar travellers cheques as though they are cash, without 
the need to change them first. They will give any necessary change in cash.

Prepaid cards act as the effective ‘pay as you go’ debit card. With a prepaid debit 
card you load money on to a card and this can be used abroad. Money can be 
loaded using cash, a bank transfer or another credit card. You have control over the 
money on your card and therefore control the amount you can spend so there is no 
risk of running into debt.

Travellers abroad can withdraw cash from an ATM or over the counter which often 
makes it the most convenient way of getting hold of money. It’s also safe and simple 
but not necessarily the cheapest!

The most popular prepaid cards are CaxtonFX and FairFX. 



 Exercise 17
 Let’s compare two different car hire quotes for a week’s hire in Florida.
 All prices are quoted in US dollars.

 Quote 1      Quote 2

 Tampa Bay Car Rental    Gulf Coast Cars

 CCMR - Chrysler Grand 1.6   CCMR - Ford Falcon 1.6

 Basic price - 430.00     Basic price - 310.00

 At first glance we would assume that Gulf Coast Cars are cheaper.
 But let us look further at what each company include in their basic cost. Remember 
 our quote was for 7 days.

Tampa Bay Gulf Coast Cars

Basic

CDW

PAI

430.00

Included

Included

310.00

27.00 per day = 

7.50 a day = 

Airport Service 
Charge

 
27.00 26.00

TOTAL (excluding 
tax)

TAX (on total) 10% 10% 

GRAND TOTAL

                                                                           
                                                                                                                                               



Visitor 
Attractions

Country Parks

Visitor attractions can generally be separated into the following key categories. 

An example of attractions in Western Australia is shown on the next page.

Farms Gardens

Castles

Historic 
properties Leisure/

theme parks

Museums or 
art galleries

Steam/
heritage 
railways 

Visitor/
heritage 
centres 

Wildlife      
attractions/

zoos

Industrial or 
craft premises

Places of 
worship

 



Example of Lounge Membership: 
Aspire Lounge at Gatwick Airport

 Features include:

Business facilities:•  The Gatwick Aspire lounge has wifi, a phone and                     
laptop/iPad charging areas.

Food and drink:•  From 04.30 to 11:00, the lounge serves a breakfast of                
cereals and danish pastries. From 11.00 to 14:30 there’s lunch, which includes 
soup, cheese and various snacks. Snacks continue to be available to 22:00 
and cakes, biscuits and fresh fruit are available all day. Coffee and soft drinks 
are free, as well as wine, spirits and beer, though champagne and prosecco 
have an extra charge. While there are alcoholic drinks available, we do advise 
you to go easy on them!

Entertainment facilities• : Flatscreen TVs, free newspapers, magazines and 
wifi ensure you won’t get bored in the Gatwick Aspire lounge. You can even 
charge your laptop, iPad or handheld games console.

Disabled facilities• : The lounge is wheelchair accessible and has disabled     
toilets.



Check Into Travel: 

Airline Booking 
Systems



Founded in 1987 by Iberia, Air France, Lufthansa and SAS (no longer a shareholder) 
and has been fully operational since 1992.

Corporate Headquarters, Madrid, Spain

UK Head Office, Crawley, W Sussex

Product Marketing and Development, Nice, France

Operations and Data Centre, Erding, Germany

www.amadeusuk.com

Founded by eleven major North American and European airlines - Aer Lingus, 
Air Canada, Alitalia, Austrian Airlines, British Airways, KLM Royal Dutch Airlines, 
Olympic Airways, Swissair, TAP Air Portugal, United Airlines and US Airways. They 
are now a subsidiary of Cendant Corporation (NYSE: CD) and the cornerstone of 
Cendant’s Travel Distribution Division 

Headquarters in Parsippany, New Jersey, USA

UK Head Office, Windsor, Berkshire

www.galileo.co.uk



Easier to understand is the same booking, from the same GDS, but this time 
displayed via the GUI.

For a novice user this is easier to understand.



Other Service Information (OSI)

OSI messages are used to pass on relevant information about passengers to an 
airline but require no action or reply. OSI should only be used if an SSR code is 
not available.

1 A flight manifest is a list of all passengers on the aeroplane

Tony Bradshaw is the President of ABC Corporation and 
is therefore noted as a VIP. An OSI message detailing 

this is entered via the GDS.

↓

The message is received by the airline and processed 
internally. No reply is sent to the GDS

↓

On board, the cabin crew know from the flight manifest1 
that Tony Bradshaw is a VIP and will treat him 

accordingly.



Check Into Travel: 

The Leisure Travel 
Environment 



A Career in the Travel Industry
“Why are you interested in the travel industry?”

Surely this will be the first question any future employer will want to know. It is important 
that you are interested in the industry that you choose to work in. Is it that you are only 
interested in travelling abroad?

Most employers are interested in individuals who, above all are enthusiastic  and have 
a great attitude. Useful but not essential is anyone who is well travelled, and therefore 
have good geography knowledge and experience of other cultures.

Alternatively, you may consider a job within the industry which involves travelling, 
such as cabin crew for an airline or overseas representative for a tour operator. These 
may not allow you a huge amount of free time to explore, so check before you start. 

There are many different jobs within the travel industry, and therefore you can enjoy a 
long and varied career. Sometimes there may be various paths you could follow, and 
really the choice will be up to you. You may end up specialising in an area that has 
not yet crossed your mind.

We have concentrated in length throughout this course on travel agents and to a 
lesser extent, airlines and tour operators, but even within these organisations there 
are many positions you could hold. You will probably have to start at the bottom and 
work your way up, but then that is how many of the most successful people in the 
travel industry started!

A new starter in a retail travel agency will very likely have to stamp the back of tour 
operator brochures as well as placing agency stickers promoting their services on the 
front. A menial task it may seem, however it is very important. It helps the customer 
remember which agency they collected the brochure from, and therefore they are 
more likely to go back and book there.

In a travel agent there will always be plenty to learn - new destinations, new procedures 
and new technology.



UK Legislation 

The main Acts which affect the travel industry are:

Trade Descriptions Act (1968)• 

Data Protection Act (1998)• 

Health & Safety at Work Act (1974)• 

Supply of Goods and Services Act (1982)• 

Unfair Terms in Consumer Contracts Regulations (1999)• 

Equality Act 2010• 

Money Laundering Regulations (2003)• 

Competition Act (1998)• 

The Package Travel, Package Holidays and Package Tours Regulations • 
(1992)

Consumer Protection Act (1987)• 

Some of these Acts and the impact that they have on the way both clients and 
other companies are dealt with are shown below.



  Exercise 4
 1. a) Give a travel-related example of a breach in the Trade Description Act (1968).

     b) Explain what defence there might be for this breach of this Act by:

     i) The travel agent.

    ii) The tour operator.

 2. Read the following statements and decide if they are true or false.

 a) A travel company may be liable to court action where inaccurate information is
     supplied to a client.

 b) It is an offence to describe incorrectly the location of a hotel, e.g. that it is a
     certain distance from the beach.

 c) A travel company is only liable to prosecution if it can be established that
    inaccurate information was supplied to the client with an intention to mislead
     them.

 d) The travel agent cannot be held liable for failing to correct brochures, as
      brochures are the responsibility of the tour operator.



Check Into Travel: 

Personal Development Skills 



Introduction to Customer Service
Customer service is…

“the sum total of what an organisation does to meet customer expectations 
and produce customer satisfaction.”

There are different types of customer service delivered at different stages. We can 
identify customer service delivered before the sale of a product or service, during 
the sale and after the sale. At all these times, standards need to be set.

The key aspects of customer service include:

Ensuring that your appearance and behaviour are professional at all times •	

Being able to communicate with customers in a way that maintains goodwill, •	
organisational image, and standards of quality and customer care

Being able to predict customers’ needs and do all you can to meet them •	

Helping customers whenever asked or needed •	

Promoting organisational facilities, services, products and image at all •	
appropriate times

Acknowledging customers’ comments politely and take action/pass them on •	
where appropriate.



YES! 

Professional greeting - Good • 
morning Joe Bloggs Travel, this is 
Jean Sykes. 

Use open questions whenever • 
possible. 

Use positive words - certainly, I’m • 
sure we can help you, however, 
yes etc. 

Use ‘feelings’ statements -’ I see, I • 
understand etc. 

Check understanding, and seek • 
clarification ‘Shall I just go through 
that again for you?’

NO!

Mumbled greeting, without name. • 

Avoid closed questions, which • 
may sound like an interrogation. 

Negative words - I can’t, I don’t • 
know, It’s just, No etc. 

Jargon, slang or technical • 
language which your customer 
might not understand.

Do not make assumptions • 



 
 Exercise 11
 Listed below are some statements with regards to travel and tourism. 
 Identify which ones are features and which are benefits.

 Statement         Feature or Benefit?

 1. The hotel has two Olympic-size swimming pools

 2. The beach is only 300m away, which is easy walking 
    distance from your apartments, if you want to pop back 
    at lunchtime to make a snack.

 3. That airline allows you to pre-book your seats

 4. You will have the services of the company representative 
     during your stay.

 5. This hotel is all inclusive, so there are no hidden costs, 
    which means the only money you will need to take is for 
    excursions, presents and souvenirs.

 6. The flight offers 12 film and music channels. 

 7. It’s a lovely hotel and all the rooms have a balcony 
     with sea view.



Follow up and Follow Through- 
Selling Additional Products 

It is essential to mention any additional products or services that you feel may be 
beneficial to your customers during the sales conversation. This could include items 
such as car hire, airport parking and travel insurance. This means when you bring 
it up again later in the conversation, it will not be a surprise to the customer. This 
should therefore make it easier to get them to buy some of the additional products 
or services you have mentioned.

Taking Payments

Depending on when a customer books their holiday will decide whether they have 
to pay a deposit or the full amount. As a guideline, if the customer books within 8 
weeks of their departure date they will have to pay in full at the time of booking.

Customers can pay using various payment methods such as:

cash• 
debit card• 
credit card• 
cheque• 

When the payment has gone through a receipt is issued and given to the customer 
along with details of the product/service they have just booked including booking 
reference numbers.



Team Working
A team is...

“ a group of people who work together to achieve common goals”

In the case of an organisation the main goal could be to be successful, and make 
a profit.

If you watch football you will realise that it is not an individual player who can make 
his team win the cup final, but it is the group or team as a whole who can achieve 
this GOAL.

In a team, you have the advantage of having people of all different skills, and with 
different ideas. It is the combination of all the different skills and ideas working 
together that is a recipe for SUCCESS.

For example, Helene might have thought of a brilliant idea, but it is Stuart who has 
the technical skills to put it into practise.

Most organisations today understand the importance of team-working, and they 
often recruit “strong team players” over a more qualified individual, with no proven 
team-working experience.



Good vs. Exceptional Customer Service

Behaviour/Manner OK to GOOD 
Standard EXCEPTIONAL Standard

Undivided attention. Concentrates on 
what person is 
saying.

ALSO gives listening signals:  
“yes”, “I understand”, “oh 
that’s unfortunate”, “Sorry to 
hear that”, gives a lot of eye 
contact.

Using person’s 
name.

Uses it once. Use it several times during 
the conversation.

Listening skills. Concentrates on 
what person is 
saying.

Summarises and confirms 
what the person has said.
 

Friendly manner 
(in response to 
customer/client 
stating their address).

“Thanks for that, sir”. “Stirling?  Nice town that.  
Have you lived there long?”

Helpful. “Let me give you the 
number of the taxi 
company – they’re 
pretty quick”.

“Let me give the taxi 
company a quick ring for 
you. Would you like the taxi 
immediately, Mr. Rougvie?” 


