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Framework summary

Travel Services - non-statutory

Foundation Apprenticeship in Travel Services

Pathways for this framework at level 2 include:

Pathway 1: Travel Services (Leisure and Business)

Competence qualifications available to this pathway:
C1 - Level 2 NVQ Diploma in Travel Services

Knowledge qualifications available to this pathway:
K1 - Level 2 Certificate in Travel Services

Combined qualifications available to this pathway:
N/A

This pathway also contains information on:

o Employee rights and responsibilities
e Essential skills

Pathway 2: Travel Services (Tour Operators - Head Office)

Competence qualifications available to this pathway:
C1 - Level 2 NVQ Diploma in Travel Serivces

Knowledge qualifications available to this pathway:
K1 - Level 2 Certificate in Travel Services

Combined qualifications available to this pathway:
N/A

This pathway also contains information on:

e Employee rights and responsibilities
¢ Essential skills

Pathway 3: Travel Services (Tour Operators - Field Staff)

Competence qualifications available to this pathway:
C1 - Level 2 Diploma in Travel Services

Knowledge qualifications available to this pathway:
K1 - Level 2 Certificate in Travel Services

Combined qualifications available to this pathway:
N/A

This pathway also contains information on:

¢ Employee rights and responsibilities
e Essential skills
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Apprenticeship in Travel Services

Pathways for this framework at level 3 include:

Pathway 1: Travel Services (Leisure and Business)

Competence qualifications available to this pathway:
C1 - Level 3 Diploma in Travel Services

Knowledge qualifications available to this pathway:
K1 - Level 3 Certificate in Travel Services

Combined qualifications available to this pathway:
N/A

This pathway also contains information on:

e Employee rights and responsibilities
e Essential skills

Pathway 2: Travel Services (Tour Operators — Head Office)

Competence qualifications available to this pathway:
C1 - Level 3 Diploma in Travel Services

Knowledge qualifications available to this pathway:
K1 - Level 3 Certificate in Travel Services

Combined qualifications available to this pathway:
N/A

This pathway also contains information on:

e Employee rights and responsibilities
¢ Essential skills

Pathway 3: Travel Services (Tour Operators - Field Staff)

Competence qualifications available to this pathway:
C1 - Level 3 NVQ Diploma in Travel Services

Knowledge qualifications available to this pathway:
K1 - Level 3 Certificate in Travel Services

Combined qualifications available to this pathway:
N/A

This pathway also contains information on:

o Employee rights and responsibilities
o Essential skills
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Framework information

Information on the Publishing Authority for this framework:
People 1st

Apprenticeship sector for occupations in hospitality, catering, retail, leisure, travel, tourism and
passenger transport.

Issue number: 1 This framework includes:
Level 2

Framework ID: Level 3

FR00295

Date this framework is to be reviewed

by: 31/07/2013 This framework is for use in: Wales

Short description

This framework has been designed by employers to attract new people into the sector at Levels
2 and 3, to upskill the existing workforce and to create career routes to higher level jobs to
retain staff and professionalise the travel services industry. Foundation Apprentices will work
as leisure or business travel consultants, travel advisers, bookings/reservations administrators,
customer services advisers (in travel) or overseas resort representatives. Apprentices will work
in senior leisure or business consultant roles, senior customer service/travel adviser roles, as
team leaders or senior resort representatives.
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Contact information

Proposer of this framework

This framework is published by People 1st on a non-statutory basis prior to the designation of
Issuing Authorities in Wales. This framework is being proposed by employers in the Travel
Services sector who operate in Wales and have worked closely with People 1st on its
development. The need for an apprenticeship framework at levels 2 and 3 has been identified
through the sector qualifications strategy. This framework has been proposed to develop a
standardised, formalised, nationally recognised training programme, a nationally recognised
career pathway and to address some of the recruitment and retention issues in the sector. The
level 3 apprenticeship also enables progression from the level 2 foundation apprenticeship.

Developer of this framework

Name:
Organisation:
Organisation type:

Preetkiran Sumal
People 1st
Sector Skills Council

Job title: Head of National Programmes
Phone: 01895 817000
Email: preetkiran.sumal@peopleist.co.uk

Postal address:

Website:

2nd Floor, Armstrong House,
38 Market Square,

Uxbridge,

Middlesex,

uB8 1LH

www.people1st.co.uk

Issuing Authority's contact details

Issued by:
Issuer contact name: N/A
Issuer phone: N/A

Issuer email:
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Purpose of this framework

Summary of the purpose of the framework

The travel services industry covers travel agencies, outbound tour operators, travel ticketing
agencies and bureaux de change. Travel agencies are outlets at which holidays and other
travel products are purchased.

They include high street retailers and direct selling companies, many of which now operate
online. Travel agencies tend to specialise in either leisure or business travel although some
cater for both. Tour operators can be defined as companies who purchase separate elements
of transport, accommodation and other services, and combine them into a package, which they
then sell directly or indirectly to the consumer.

Many of the large tour operators have teams of overseas staff who are usually based in the
resorts and handle the day-to-day running of the holidays, including providing information,
support and entertainment to holidaymakers.

According to People 1st's analysis of the Annual Business Inquiry, the Gross Value Added
contribution of the travel services sector (which does not include tourist services) accounts for
approximately £4,326 million in Great Britain. In Wales the travel services industry employs
3,500 people.

The sector faces some key challenges in the areas of retention, management and leadership
and customer service. The travel services industry has also identifed sales and product
knowledge as key workforce development needs and this must improve in order for businesses
to increase productivity and profitability. The sector is fairly diverse employing a fairly young
workforce, with travel agency managers often significantly older than their staff. However, in
the travel industry females dominate at both the management and consultant level and
therefore there is a need to attract people from a wide range of groups.

Apprenticeships in Travel and Tourism are crucial to the sector and have been meeting the
skills needs of employers for many years. Data indicates that in 2008/09 there were
approximately 80 Travel and Tourism Services starts in Wales and this is predicted to increase
over the coming years. The new Apprenticeship for Travel Services has been extended to
accommodate the diverse and specific needs of the travel and tourism sector and now includes
three formal routes for leisure and business, tour operations head office, and tour operations
field staff. The travel insurance unit — previously a barrier to employers - will no longer be
compulsory. Apprentices will also now be able to concentrate on their own UK destination with
no requirement to complete all four UK destination units (England, Northern Ireland, Scotland
and Wales). All these factors will help to increase take up. People 1st estimate that this will be
by approximately 5-10% each year.
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This new Apprenticeship at levels 2 and 3 builds on the success of its predecessor by updating
qualifications which will provide employers with staff who can develop the skills and knowledge
they need and to meet the requirements of the new SASW.

It has been designed at levels 2 and 3 for those working in the Travel Services sector:

Level 2 Foundation Apprentices will work as leisure or business travel consultants (either in a
retail agency or call centre), travel advisers, bookings / reservations administrators, customer
services advisers (in travel services) or overseas resort representatives.

Level 3 Apprentices will work as senior leisure or business travel consultants (either in a retail
agency or call centre), senior travel advisers, senior customer service advisers (in travel
services), team leaders or senior resort representatives.

The new Travel Services apprenticeship at levels 2 and 3 help realise a number of aspirations
outlined in the Welsh Assembly Government's 'Skills That Work for Wales' strategy document
(2008):

e The apprenticeships are often used by employers as a means to address poor literacy and
numeracy levels of their workforce, which has been identified through initial skills scans.

e These apprenticeships are part of strong progression routes across the industry and they
provide sustainable progression routes for those not currently in employment. The
apprenticeship framework has been led by and developed with employers. They contain
the qualifications employers have endorsed as being valuable in developing the skilled
staff industry needs. All apprentices have employed status and so are beginning a
development journey in partnership with their employer which will ensure they aquire the
knowledge and practical skills required to fulfil their roles and begin building their future
careers.

e The apprenticeship leads from level 2 to level 3 and then to foundation degree and
ultimately degree level. People 1st is beginning to see increasing demand for foundation
degrees in Wales. At present, the level 3 apprenticeship is a key stepping point to
foundation degrees and higher education.

e People 1st research has continually highlighted severe skills shortages in craft and
technical skills across our sector footprint. The apprenticeship programme has been led
by and developed in partnership with employers and are therefore directly targeting the
key areas employers want to address when developing new and existing staff. This will
play a key part in the future economic development of the travel industry and yield a
direct return on both employer and public-sector investment.

e Their availability helps increase the opportunities for employees in the travel industry to
gain an apprenticeship at level 2 and it promotes progression and aspirations to complete
the level 3 framework.

Aims and objectives of this framework (Wales)
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The aim of this apprenticeship framework is to attract new people into the sector at Levels 2
and 3, to upskill the existing workforce and to create career routes to higher level jobs to
retain staff and professionalise the travel services industry.

The objectives are:

1. To provide a flexible entry route to attract and retain people into the travel industry from
underrepresented groups to ensure that the industry represents its customer base;

2. To upskill staff to levels 2 and 3 to ensure that they develop the customer service, sales
skills and product knowledge the industry requires to remain competitive

3. To provide a career pathway to jobs at level 4 and higher, to aid retention and to fill the
management and leadership skills gaps in the sector;

4. To replace those who leave or retire

Go to the following link to access the Sector Skills Assessment:
http://www.peoplelst.co.uk/research/sector-skills-assessments

Go to following link to access the Sector Qualifications Strategy:
http://www.peoplelst.co.uk/qualification-reform/sector-qualifications-strategy-sqs

Please click here to download the Skills that work for Wales strategy:
http://wales.gov.uk/docs/dcells/publications/081217stwfwstrategyandactionen.pdf

Please note that inclusion of Essential Skills Wales in Application of Number and
Communication only at level 1 within this framework reflects the needs of the sector.
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Entry conditions for this framework

Employers are looking to attract applicants who:

e enjoy dealing with people

e are keen on working in customer service roles in the travel industry

e demonstrate a positive and approachable attitude

e have basic literacy, numeracy and communications skills on which the apprenticeship will
build

Applicants will be a variety of ages, and come with a range of experience and/or qualifications.
Examples will include:

e Work / work experience

e Portfolio of evidence of experience and / or achievement including non accredited
qualifications

e Wider key skills / Key Skills

e GCSE (A-E) grades, for example in English, Maths and Leisure and Tourism / A levels

e Welsh Baccalaureate Qualification in any subject

e A vocationally related qualification (VRQ)

e Principal Learning qualification

Please note, that more specific entry conditions for the Apprenticeship can be found within
each pathway. This is because apprentices may come in directly at level 3, but usually they
will have completed the foundation apprenticeship first.

RULES TO AVOID REPEATING QUALIFICATIONS

Processes exist to make sure that applicants with prior knowledge, qualifications and
experience are not disadvantaged by having to repeat learning. Training providers and
awarding organisations will be able to advise on the current rules for accrediting prior learning
and recognising prior experience. Refer to the on and off the job training section for guidance
about prior attainment and achievement. In the meantime, this is a short summary:

There are no relaxations or proxies for any qualifications specified in a framework in SASW,
however, providers are encouraged to identify additional on-the-job training programmes that
customise the learning to the new workplace.

1. Essential Skills Wales.

e If applicants already have GCSEs in English, Maths and/or Information and Communications
Technology (ICT) they still have to do the Essential Skills Wales at the relevant level as these
are new qualifications and proxies do not exist.

e Up to the 31 August 2011, if applicants already have achieved Key Skills at the relevant
level, they will not have to do the relevant Essential Skills Wales (ESW), however, apprentices
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can be encouraged to complete ESW at a higher level if appropriate.

2. Knowledge qualifications. If applicants already have one of the Level 2 KNOWLEDGE
qualifications before they started their Apprenticeship, (see knowledge qualifications page in
this framework) they can count this and do not have to redo the qualification, providing that
they have achieved this qualification within 3 years of applying for the apprenticeship
certificate.. For example they may have already achieved the KNOWLEDGE element as part of
the Welsh Baccalaureate. The hours they spent gaining this qualification will also count
towards the minimum hours required for this framework.

3. Competence qualifications. If applicants already have the Level 2 COMPETENCE
qualification for the Apprenticeship they do not have to repeat this qualification, however, this
qualification must have been achieved within 3 years of applying for the apprenticeship
certificate and they will still have to demonstrate competence in the workplace.

4. Prior experience. Applicants already working in the sector will be able to have their prior
experience recognised by the Awarding Organisation and this will count towards the
competence and the knowledge qualifications in this framework.

Initial Assessment

Training providers and employers will use initial assessment to ensure that applicants have a
fair opportunity to demonstrate their ability and to tailor programmes to meet individual
needs, recognising prior qualifications and experience.
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... Travel Services - non-statutory (Wales)
...... level 2

Title for this framework at level 2

Foundation Apprenticeship in Travel
Services

Pathways for this framework at level 2

Pathway 1: Travel Services (Leisure and Business)

Pathway 2: Travel Services (Tour Operators - Head Office)

Pathway 3: Travel Services (Tour Operators - Field Staff)
apprenticeship
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... Travel Services - non-statutory (Wales)
...... level 2
......... Pathway 1

Level 2, Pathway 1: Travel Services (Leisure and
Business)

Description of this pathway
Travel Services (Leisure and Business)

The total credit value for this pathway is 66 credits.

Entry requirements for this pathway in addition to the framework entry
requirements

None
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Job title(s) Job role(s)

Leisure Travel This will involve providing customers with advice and information about
Consultant - individual travel related products and trying to find the product which most
either in retail accurately meets their needs. They help people to interpret the travel
agency or call brochures and having provided advice and guidance they need to sell the
centre product.

Business Travel
Consultant -
either in retail
agency or call
centre

Business travel consultants tend to work predominately over the telephone in
a call centre environment, however they may also be found in branches. They
are responsible for assisting and booking travel and accommodation for
business clients.
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Qualifications

Competence qualifications available to this pathway

C1 - Level 2 NVQ Diploma in Travel Services

. Guided
No. Ref no. Awarding organisation 5':3:: learning
hours
C1a 500/9722/2 City & Guilds 37 258-326
C1b 500/9726/X Edexcel 37 258-326
C1c 501/2401/8 NCFE 37 258-326
Knowledge qualifications available to this pathway
K1 - Level 2 Certificate in Travel Services
. Guided
No. Ref no. Awarding organisation S;TS:: learning
hours
Kia 500/9724/6 City & Guilds 17 122-123
Kib 500/9725/8 Edexcel 17 122-123

Kic 500/9846/9 NCFE 17 122-123
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