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Unit 15 Assignment – Working as a Holiday 
                                       Representative 

  Introduction 

This assignment is made up of 4 tasks which, when successfully completed, are designed 
to give you sufficient evidence to meet the Pass (P), Merit (M) and Distinction (D) grading 
criteria for the unit. If you have carried out the activities and read the case studies 
throughout this unit in the accompanying textbook, you will already have done a lot of work 
towards completing the tasks for this assignment.  

Scenario 

Since completing your BTEC course you have worked in a Birmingham hotel for 15 
months on reception duties. You feel that the time is right to make a career move and you 
have applied for a job as an overseas resort representative with one of the major holiday 
companies. You put in an excellent application and have been invited to an interview and 
selection day at the company’s head office. During the day, you are asked to complete a 
number of tasks to assess your suitability for the job. The first two tasks involve making a 
presentation and writing a short report, while tasks 3 and 4 are role plays involving other 
applicants for the representative jobs.  

Task 1 

For this task you must make a presentation to the selection panel and the rest of the 
applicants in which you must: 

a. Describe the roles, duties and responsibilities for three different categories of holiday 
representatives, highlighting changing roles and working practices (P1). This must 
include one type of resort representative, e.g. property, over 50s, 18-30s, holiday 
village or villa, plus two others selected from ski, transfer, children’s and campsite 
representative. For each category the roles, duties and responsibilities for each holiday 
representative must be written in your own words and should highlight the holiday 
representatives’ responsibilities in relation to the customer, to the organisation, and to 
suppliers. It is not sufficient to provide bulleted lists of roles, duties and responsibilities, 
nor should you simply reproduce job descriptions that have been provided by tour 
operators. Changing roles and working practices, such as the introduction of in-resort 
customer service centres, should be highlighted in your presentation. 

b. Compare the roles, duties and responsibilities for one category of representative with 
two different tour operators (M1). The comparison must draw upon similarities and 
differences of representatives within the two organisations and, depending on the tour 
operators selected, could provide scope for demonstrating new working practices that 
have been introduced. 

c. Analyse how the current and changing roles, duties and responsibilities of holiday 
representatives can contribute to the overall holiday experience (D1). You must use 
analytical skills to show the contribution of representatives, for example in fulfilling the 
tour operator’s legal obligations and meeting and exceeding customer expectations 
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when carrying out specific duties. You must consider the role of the holiday 
representative in relation to their responsibilities to the customer, the organisation and 
to suppliers, and could illustrate your answers by giving examples of how resort 
representatives can impact on the customers’ holiday experience. 

This task is designed to produce evidence for P1, M1 and D1.

Task 2 

The first part of this task asks you to write a short report that could be read by your resort 
manager. In the report you must:

a. Outline the legal responsibilities of holiday representatives in each of the different 
holiday situations described below (P2).  

1. You are a Campsite Representative working on a campsite in the south of France. A 
couple complain to you that their young child has fallen off the slide in the campsite and 
cut his arm on a rusty nail that was sticking out from one of the benches. 

2. You are a Resort Representative working for a major tour operator in Magaluf on the 
island of Majorca. A young couple have complained that, although the tour operator’s 
brochure states that there are two pools in their hotel, there is, in fact, only one. 

3. You are a Villa Representative on the Greek island of Corfu. The Smith family from 
Rochdale have complained that the hire car they booked in advance for their package 
holiday was not available when they went to pick it up from Corfu Airport. The car hire 
company insisted that they had never received a booking for the Smiths from your holiday 
company and refused to hire them a vehicle. 

4. You are a Resort Representative in Benidorm and have received a complaint from two 
customers about the standard of the food in their hotel. They say that hot food is often 
served only luke warm and that the gourmet nights described in the holiday company’s 
brochure and on its website, have never taken place. 

For each situation, you must describe the procedures that the reps should go through to 
try to resolve the issues and identify the relevant laws or regulations that are associated 
with each case. 

For the next part of this task you are to produce a staff handbook in which you must: 

b. Explain the role played by holiday representatives in creating a safe and healthy 
holiday environment (P3). The handbook will include identification of risks and hazards 
in the holiday environment and the ways in which representatives can minimise these 
risks. This must include safety in the accommodation (including fire safety and 
hygiene), whilst using specific facilities, on transfer coaches, on excursions and 
organised activities, and in the resort itself. 

This task is designed to produce evidence for P2 and P3. 
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 Task 3 

The selection panel would like you to role play this task, in which you must: 

a. Use social, customer service and selling skills to deliver an arrival transfer speech, a 
welcome meeting and make a sale (P4). The transfer speech and welcome meeting 
can be simulated situations, but should be to an audience. You must provide a 
welcome, be delivered in a friendly way, use appropriate language, be appropriate for 
specific types of customers, create rapport and provide all information required for the 
situation. Customer-service skills must be evident throughout, including good product 
knowledge and awareness of customer needs. Appropriate standards of dress should 
be evident. The welcome meeting and transfer speech should adopt a planned and 
suitable structure and the content must be relevant to the audience. Amplified voice 
should be used for the transfer speech and natural voice for the welcome meeting. The 
pace and tone should be appropriate for listeners to absorb the information being 
given. In the welcome meeting, you may deal with queries, for example questions 
about excursions or the resort. Communication must be formal when giving important 
information to the group, but can be less formal when communicating directly with 
individuals. The welcome meeting must be supported by visual aids and appropriate 
body language should be demonstrated. The welcome meeting must incorporate the 
promotion of excursions, but you must separately sell at least one excursion to an 
individual or small group of customers in a role play situation. 

b. Demonstrate effective social, customer service and selling skills when delivering a 
transfer speech, welcome meeting and making a sale (M2).  

This task is designed to produce evidence for P4 and M2. 

Task 4 

The members of the selection panel have given you the following two customer service 
situations to deal with in role plays.  

a. You must use social and customer service skills to deal with the customers, completing 
appropriate documentation (P5). 

b. You must deal effectively with customers in different situations and accurately 
complete all relevant documentation (M3). 

c. You must consistently project a confident, professional image when carrying out resort 
activities and dealing with customers in different situations (D2). 

In all dealings you must create rapport, provide a welcome, empathise, be helpful and 
friendly, use the appropriate choice of language and deal appropriately with different 
customers in relation to ages and needs (e.g. upset, confused, angry). When dealing with 
these situations appropriate documentation must be completed, including customer report 
forms. Customer-service skills must be evident including displaying appropriate product 
knowledge, identifying customer needs, dealing with queries, listening skills and complaint 
handling.

1. You are a Resort Rep in the Algarve and have been informed by some customers, Mr 
and Mrs Khan from Oldham, that their villa has been burgled and that they have lost all 
their possessions, including their passport, money, credit cards, keys for their hire car and 
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flight tickets home. They are both very upset and are looking to you to help them sort out 
their problems. 

2. Working as a Campsite Courier in Switzerland, the Green family from Norwich have 
contacted you to complain about the dirty state that they found their mobile home in when 
they arrived this afternoon for their 10-day holiday. They are also very unhappy about the 
fact that the campsite does not have a children’s pool, as described in the holiday 
company’s brochure, and there are no bicycles for hire, as described on the company’s 
website.

This task is designed to produce evidence for P5, M3 and D2. 


