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Introduction to trainee manual 

To the Trainee 

Congratulations on joining this course. This Trainee Manual is one part of a ótoolboxô 
which is a resource provided to trainees, trainers and assessors to help you become 
competent in various areas of your work. 

The ótoolboxô consists of three elements: 

¶ A Trainee Manual for you to read and study at home or in class 

¶ A Trainer Guide with Power Point slides to help your Trainer explain the content of the 
training material and provide class activities to help with practice 

¶ An Assessment Manual which provides your Assessor with oral and written questions 
and other assessment tasks to establish whether or not you have achieved 
competency. 

The first thing you may notice is that this training program and the information you find in 
the Trainee Manual seems different to the textbooks you have used previously. This is 
because the method of instruction and examination is different. The method used is called 
Competency based training (CBT) and Competency based assessment (CBA). CBT and 
CBA is the training and assessment system chosen by ASEAN (Association of South-
East Asian Nations) to train people to work in the tourism and hospitality industry 
throughout all the ASEAN member states. 

What is the CBT and CBA system and why has it been adopted by ASEAN? 

CBT is a way of training that concentrates on what a worker can do or is required to do at 
work. The aim is of the training is to enable trainees to perform tasks and duties at a 
standard expected by employers. CBT seeks to develop the skills, knowledge and 
attitudes (or recognise the ones the trainee already possesses) to achieve the required 
competency standard. ASEAN has adopted the CBT/CBA training system as it is able to 
produce the type of worker that industry is looking for and this therefore increases 
trainees chances of obtaining employment. 

CBA involves collecting evidence and making a judgement of the extent to which a worker 
can perform his/her duties at the required competency standard. Where a trainee can 
already demonstrate a degree of competency, either due to prior training or work 
experience, a process of óRecognition of Prior Learningô (RPL) is available to trainees to 
recognise this. Please speak to your trainer about RPL if you think this applies to you. 

What is a competency standard? 

Competency standards are descriptions of the skills and knowledge required to perform a 
task or activity at the level of a required standard. 

242 competency standards for the tourism and hospitality industries throughout the 
ASEAN region have been developed to cover all the knowledge, skills and attitudes 
required to work in the following occupational areas: 

¶ Housekeeping 

¶ Food Production 

¶ Food and Beverage Service 
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¶ Front Office 

¶ Travel Agencies 

¶ Tour Operations. 

All of these competency standards are available for you to look at. In fact you will find a 
summary of each one at the beginning of each Trainee Manual under the heading óUnit 
Descriptorô. The unit descriptor describes the content of the unit you will be studying in the 
Trainee Manual and provides a table of contents which are divided up into óElementsô and 
óPerformance Criteriaò. An element is a description of one aspect of what has to be 
achieved in the workplace. The óPerformance Criteriaô below each element details the 
level of performance that needs to be demonstrated to be declared competent. 

There are other components of the competency standard: 

¶ Unit Title: statement about what is to be done in the workplace 

¶ Unit Number: unique number identifying the particular competency 

¶ Nominal hours: number of classroom or practical hours usually needed to complete 
the competency. We call them ónominalô hours because they can vary e.g. sometimes 
it will take an individual less time to complete a unit of competency because he/she 
has prior knowledge or work experience in that area. 

The final heading you will see before you start reading the Trainee Manual is the 
óAssessment Matrixô. Competency based assessment requires trainees to be assessed in 
at least 2 ï 3 different ways, one of which must be practical. This section outlines three 
ways assessment can be carried out and includes work projects, written questions and 
oral questions. The matrix is designed to show you which performance criteria will be 
assessed and how they will be assessed. Your trainer and/or assessor may also use 
other assessment methods including óObservation Checklistô and óThird Party Statementô. 
An observation checklist is a way of recording how you perform at work and a third party 
statement is a statement by a supervisor or employer about the degree of competence 
they believe you have achieved. This can be based on observing your workplace 
performance, inspecting your work or gaining feedback from fellow workers. 

Your trainer and/or assessor may use other methods to assess you such as: 

¶ Journals 

¶ Oral presentations 

¶ Role plays 

¶ Log books 

¶ Group projects 

¶ Practical demonstrations. 

Remember your trainer is there to help you succeed and become competent. Please feel 
free to ask him or her for more explanation of what you have just read and of what is 
expected from you and best wishes for your future studies and future career in tourism 
and hospitality. 
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Unit descriptor 

Develop and update tourism industry knowledge 

This unit deals with the skills and knowledge required to Develop and update tourism 
industry knowledgein a range of settings within the hotel and travel industries workplace 
context. 

Unit Code:  

D2.TCC.CL1.07 

Nominal Hours: 

30 hours 

Element 1: Source current information on the tourism industry 

Performance Criteria 

1.1 Identify sources of information on issues of economic, political and social 
significance, and obtain such information 

1.2 Identify sources of information on tourism industry statistics and trends, and obtain 
such information 

1.3 Identify sources of information on the relationship between the tourism industry and 
the role of the local communities, and obtain such information 

1.4 Identify sources of information on tourism markets and their relevance to market 
segments, and obtain such information 

1.5 Identify sources of information on the nature of the relationship between tourism and 
other industries, and obtain such information 

1.6 Identify sources of information on different tourism industry sectors, their inter-
relationships, the services available, and obtain such information 

1.7 Identify sources of information on major tourism industry bodies, and obtain such 
information 

1.8 Identify sources of information on specific features of the local and regional tourism 
industry, and obtain such information 

1.9 Identify sources of information on environmental issues, and obtain such information 

1.10 Identify sources of information on career opportunities within the tourism industry 
and the allied roles and responsibilities of staff, and obtain such information 

1.11 Identify sources of information on work organisation and time management in the 
tourism industry, and obtain such information 

1.12 Identify sources of information on quality assurance in the tourism industry, and 
obtain such information 

1.13 Identify sources of information on current and emerging tourism industry technology, 
and obtain such information 
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Element 2: Source information on compliance and related issues 

which impact on the tourism industry 

Performance Criteria 

2.1 Identify sources of information on legal issues, and obtain such information 

2.2 Identify sources of information on ethical issues, and obtain such information 

2.3 Identify sources of information on industrial and workplace relations issues, and 
obtain such information 

2.4 Identify sources of information on current issues of concern for the industry, and 
obtain such information 

Element 3: Use sourced tourism industry information 

Performance Criteria 

3.1 Share information with colleagues and customers 

3.2 Conduct work activities in accordance with legal requirements and ethical standards 

3.3 Apply industry knowledge and information to the day-to-day operation of the tourism 
business 
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Assessment matrix 

Showing mapping of Performance Criteria against Work Projects, Written 

Questions and Oral Questions 

The Assessment Matrix indicates three of the most common assessment activities your 
Assessor may use to assess your understanding of the content of this manual and your 
performance - Work Projects, Written Questions and Oral Questions. It also indicates 
where you can find the subject content related to these assessment activities in the 
Trainee Manual (i.e. under which element or performance criteria). As explained in the 
Introduction, however, the assessors are free to choose which assessment activities are 
most suitable to best capture evidence of competency as they deem appropriate for 
individual students. 

 Work 

Projects 

Written 

Questions 

Oral 

Questions 

Element 1: Source current information on the tourism industry 

1.1 Identify sources of information on issues of 
economic, political and social significance, 
and obtain such information 

1.1 1,2 1 

1.2 Identify sources of information on tourism 
industry statistics and trends, and obtain such 
information 

1.1 3,4 2 

1.3 Identify sources of information on the 
relationship between the tourism industry and 
the role of the local communities, and obtain 
such information 

1.3 5,6 3 

1.4 Identify sources of information on tourism 
markets and their relevance to market 
segments, and obtain such information 

1.2 7,8 4 

1.5 Identify sources of information on the nature of 
the relationship between tourism and other 
industries, and obtain such information 

1.3 9,10 5 

1.6 Identify sources of information on different 
tourism industry sectors, their inter-
relationships, the services available, and 
obtain such information 

1.3 11,12 6 

1.7 Identify sources of information on major 
tourism industry bodies, and obtain such 
information 

1.1 13,14 7 

1.8 Identify sources of information on specific 
features of the local and regional tourism 
industry, and obtain such information 

1.4 15,16 8 
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 Work 

Projects 

Written 

Questions 

Oral 

Questions 

1.9 Identify sources of information on 
environmental issues, and obtain such 
information 

1.1 17,18 9 

1.10 Identify sources of information on career 
opportunities within the tourism industry and 
the allied roles and responsibilities of staff, 
and obtain such information 

1.4 19,20 10 

1.11 Identify sources of information on work 
organisation and time management in the 
tourism industry, and obtain such information 

1.4 21,22 11 

1.12 Identify sources of information on quality 
assurance in the tourism industry, and obtain 
such information 

1.4 23,24 12 

1.13 Identify sources of information on current and 
emerging tourism industry technology, and 
obtain such information 

1.2 25,26 13 

Element 2: Source information on compliance and related issues which impact on the 

tourism industry 

2.1 Identify sources of information on legal issues, 
and obtain such information 

2.1 27,28 14 

2.2 Identify sources of information on ethical 
issues, and obtain such information 

2.1 29,30 15 

2.3 Identify sources of information on industrial 
and workplace relations issues, and obtain 
such information 

2.2 31,32 16 

2.4 Identify sources of information on current 
issues of concern for the industry, and obtain 
such information 

2.3 33,34 17 

Element 3: Use sourced tourism industry information 

3.1 Share information with colleagues and 
customers 

3.1 35,36 18 

3.2 Conduct work activities in accordance with legal 
requirements and ethical standards 

3.2 37,38 19 

3.3 Apply industry knowledge and information to the 
day-to-day operation of the tourism business 

3.2 39,40 20 
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Glossary 

Term Explanation 

Accommodation To provide with a room and sometimes with food.  

ASEAN Association of Southeast Asian Nations. 

Career An occupation or profession, especially one requiring special 
training, followed as one's lifework 

Colleague An associate 

Demand The desire to purchase, coupled with the power to do so; the 
quantity of goods that buyers will take at a particular price.  

Ethics A system of moral principles; the rules of conduct recognized 
in respect to a particular class of human actions or a particular 
group or culture  

Feedback A reaction or response to a particular process or activity 

Industrial Relations The dealings or relations of an industrial concern with its 
employees, with labour in general, with the public; the 
administration of such relations, especially to maintain goodwill 
for an industrial concern.  

Infrastructure The basic, underlying framework or features of a system or 
organization.  

Market Segment A part of a market identifiable as having particular customers 
with specific buying characteristics 

Package To combine the various elements of (a tour, entertainment, 
etc.) for sale as a unit. 

Statistics Numerical facts or data  

Supplementary Added or serving as a supplement 

Supply To furnish or provide (a person, establishment, place, etc.) with 
what is lacking or requisite: 

Sustainable  Pertaining to a system that maintains its own viability by using 
techniques that allow for continual reuse. 
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Term Explanation 

Technology A technological process, invention, method, or the like. 

Trend Style or vogue 

Tourist A person who is travelling. 

Tourism the activity or practice of touring, especially for pleasure; the 
business or industry of providing information, accommodations, 
transportation, and other services to tourists; the promotion of 
tourist travel, especially for commercial purposes.  
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Element 1: 

Source current information on the 

tourism industry 

1.1 Identify sources of information on issues of 

economic, political and social significance, 

and obtain such information 

Introduction 

In summary, tourism involves all activities that take people 
away from their usual place of residence for any reason. 
Common reasons include holidays, recreation, business, 
visiting and experiencing new cultures and to visit family and 
friends. 

Any business that is utilised during any part of travel is 
associated with the tourism industry. Whilst the businesses 
incorporated within the tourism industry will be detailed later in 
this manual, it is easy to understand the diversity of the 
industry. 

The tourism industry is one of the largest industries in the 
world and for many countries is its major economy and employer. Tourism has become a 
very significant global activity and as disposable income and the ease of travel continues 
to prosper, so will the tourism industry. 

Industry knowledge is a vital pre-requisite for effective performance within the industry.  

Each section in this manual will explore how and where to gather information regarding 
different aspects of the tourism industry and how to incorporate this knowledge to improve 
your service levels for customers. 

There are many sources of information that can assist you. Some of these sources are 
generic in nature and others are specific to the industry. 

The idea of obtaining industry information is so that you 
can use it for your benefit, the benefit of your organisation 
and the ultimate benefit of the customers. 

It is important in the tourism industry to have up-to-date 
information so you can: 

¶ Talk to customers about industry specific events, 
trends and happenings 

¶ Plan your career as opportunities present themselves 

¶ Know when you need to update your training (knowledge and skills) in line with 
changes in legislation, equipment, trends and industry best practice  
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¶ Cultivate and maintain a professional interest in the tourism profession 

¶ Communicate effectively with colleagues and management who have themselves kept 
up-to-date 

¶ Learn new techniques. 

Sources of information 

Whilst each section in this manual will detail specific sources of 
information relating to a particular aspect of the tourism industry, 
there are a number of sources that will be a great starting point to 
get an overview of the industry as a whole. 

Colleagues, supervisors and managers 

These people are your first-line sources of information. You 
should feel free to ask them questions whenever you need to find 
information. Get to know them and actively seek out their opinions, experiences and 
views. They can help you find out what is happening, where the business is heading, what 
they think of the industry and its various stakeholders and what they intend doing 
personally. 

Talking to these people demonstrates your interest in the industry and the more you talk 
to them the easier it will become to ask subsequent questions. 

Representatives 

Many suppliers have sales representatives who call on the business on a regular basis. 

Sales representatives, known also as ósales repsô or just órepsô, visit the business for 
public relations (PR) purposes or to introduce new products. These PR calls are courtesy 
visits where they donôt actually ask for anything but simply call in and óhave a chatô. 

This talk can be useful in finding out what is happening at other businesses, trends in the 
industry, new products, blackout periods and impending price rises. 

They are an excellent source of information, certainly about their products, but also about 
the industry in general because they visit so many businesses and speak to so many staff. 

Developing your own industry network 

As a member of the tourism industry, it is vital to build 
your industry network. This involves reaching out to all 
people in all aspects of the industry and discussing 
industry happening, trends and current information. 
The more people you meet and the more information 
you accumulate provides you with a sound 
understanding of the industry and will help your career 
progression. 

To develop a useful and representative network of contacts you will need to make 
deliberate attempts to target and talk to people you respect within the industry including 
owners, managers and others. 
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Make yourself known and visible and keep yourself óin the 
loopô which means: 

¶ You need to contact your network when you find out 
something you think they might need to know. This 
highlights the two-way nature of the concept of 
networking 

¶ You need to occasionally contact them just to ókeep in 
touchô even when there is nothing specific to pass on to them. Often they remember 
something they need to tell you and your call demonstrates you value them as a 
contact. 

Conferences and seminars 

You should attend these whenever possible and make an effort to attend a major one at 
least every two years. Let your employer know you are interested in attending and keep 
an eye in the media and trade publications about events 
that are coming up. 

Conferences and seminars are extremely useful because 
they are: 

¶ A great source of industry contacts. It is beneficial to 
begin ónetworkingô as soon as possible 

¶ Good sources of new ideas, new products and new 
industry thinking 

¶ A good opportunity to share and test ideas. 

If you canôt attend them, then make sure you read about 
them in the trade magazines or make contact with 
someone who has attended. 

Product launches 

You are in a good position to attend many of these by the 
virtue of being in the travel industry. Sales representatives 
may give you an invitation or an invitation may be given to 
all staff at your workplace. These events are good 
networking opportunities and they also provide product knowledge about the product 
being launched.  

Economic issues 

As previously mentioned, each section within this manual will explore different aspects 

that affect the tourism industry. In section 1.1 we will 

explore the óbig pictureô ï the global affect of tourism 

including: 

¶ Economic issues 

¶ Political issues 

¶ Social significance. 

Primarily an economy consists of the economic structure of a country or other area. It is a 
true measure of the success of a country and is the backbone for generic advancement.  

http://en.wikipedia.org/wiki/Economic_system
http://en.wikipedia.org/wiki/Other
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An economy comprises the utilisation of resources 
including: 

¶ Labour ï amount of persons, with the necessary 
education, knowledge and skills, available to 
perform functions. The tourism industry is very 
labour intensive and requires people with a variety 
of skill sets to meet the needs of the local and 
international market 

¶ Capital ï financial means to pay for infrastructure 
to support tourism and to provide tourism related products and services 

¶ Infrastructure ï roads, bridges, airports, transportation systems, telecommunications, 
electricity, water systems and basic services 

¶ Geography ï land, features and its inhabitants 

¶ Ecology ï living organisms and how they interact 

¶ Natural and land resources  - especially important 
with eco-tourism 

¶ Manufacturing ï the level of production towards 
goods and services  

¶ Trade ï the strategic location and partnerships 
between countries is a major component of 
economic prosperity and the impact of tourism 
growth  

¶ Distribution ï transfer of products and services or items used to provide these. In the 
case of tourism this also relates to the ease of travel for people to get to the products 
and services, which are traditionally based in a set location 

¶ Consumption of goods and services ï based on supply and demand. This will be 
explained further in this section. 

An economy is based on the concept of supply and demand.  

Demand 

When looking at the economy as a whole demand is driven by the need for people to 
travel, for whatever reason that may be. In addition they must have the financial means to 
do so. 

Demand, in relation to the tourism industry, is 
influenced by: 

¶ Necessity ï the need to travel, whether for 
business or leisure 

¶ Employment - is measured as the number of adult 
workers who have jobs 

¶ Inflation - means undue expansion or increase of 
the currency of a country. The higher inflation, the more expensive items are 
compared with their wages 

¶ Disposable income ï how much money is available to spend on items after necessities 
have been paid for. Travel is generally not considered a necessity 

http://en.wikipedia.org/wiki/Wage_labour
http://en.wikipedia.org/wiki/Capital_(economics)
http://en.wikipedia.org/wiki/Manufacturing
http://en.wikipedia.org/wiki/Trade
http://en.wikipedia.org/wiki/Distribution_(economics)
http://en.wikipedia.org/wiki/Consumption_(economics)
http://en.wikipedia.org/wiki/Goods_(economics)
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¶ Costs of goods and services ï how much it costs to 
purchase a product or service. Many tourism 
businesses now offer cheaper package deals 
including flights and accommodation, increasing 
demand for travel 

¶ Opportunity costs ï an evaluation of alternative 
options. Generally a travel consumer will compare 
offerings from competitors, in a specific location or 
from a global perspective when selecting travel 

¶ Basic needs and wants ï many people work hard and 
want to make the most out of their leisure time. They 
have specific goals towards travel and want these 
fulfilled. They may be a need for relaxation, adventure of learning of new cultures 

¶ Marketing and promotions ï with easier access to greater media sources, including 
the internet, many people are becoming aware of the tourism opportunities not only in 
their region but around the world. 

Whilst a number of reasons for demand have been identified, if there is no demand, there 
is no need for tourism businesses to exist. 

Whilst the world may be in the midst of economic uncertainty, tourism still seems to be a 
growth market throughout the world. People still need to travel, whether locally, regionally, 
domestically or internationally and therefore demand remains strong.  

The world is becoming a smaller place and with a combination of cheaper and more 
accessible travel options, increased disposable income and the desire to travel, demand 
for tourism remains strong. 

Demand for travel within the Asian region is strong, with many people seeing Asia 
as a growing tourism market for a number of reasons: 

¶ Strong economic growth markets ï greater business and supplementary leisure travel 

¶ Ease of travel ï ease of visa restrictions, improved infrastructure and transportation 
options 

¶ Large population base ï Asia comprises one of the 
worldôs largest population bases 

¶ Greater demand for ólocalisedô travel ï many people 
generally prefer to travel in their region than take 
longer and often more expensive travel 

¶ Cheap package and transportation options ï many 
tourist areas provide very attractive travel options for 
the leisure market 

¶ Cheaper products and services within Asian countries 
ï tourists enjoy getting ógreater value for moneyô for 
items than they would get at home. 
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Supply 

If demand for tourism remains strong, therefore there is a need to supply resources to 
cater for the demand. 

Some of these resources would be provided or funded by governments including: 

¶ Roads, airports and other transportation 

¶ Electricity, water and gas supplies 

¶ Basic services including hospitals, waste management, post 
offices and police. 

There are many types of businesses, directly associated with 
tourism that would need to be developed or funded through 
private resources including: 

¶ Transportation ï airlines, boats, buses and cars 

¶ Accommodation ï hotels, resorts, hostels 

¶ Food and Beverage ï restaurants, stalls, bars, catering 
services and food production 

¶ Attractions - leisure activities. 

There are also many businesses, whilst not directly 
associated with tourism, would need to be developed 
including: 

¶ Retail shops 

¶ Pharmacies and doctors 

¶ Supermarkets 

¶ Suppliers for tourism operations. 

The most important aspect of supply is people. Without a readily available workforce 
many tourism businesses would not be able to operate. 

Therefore there is a need for: 

¶ Suitable quantities of workers 

¶ Education and training providers 

¶ Accommodation, meals and appropriate working 
conditions for workers. 

Whilst it is easy to find large amounts of people willing to 
work, it is important that they have the necessary 
knowledge and skills to be able to not only perform the 
basic functions required of the tourism organisation, but 
also can provide them to a standard expected by an 
international guest. 
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Political issues 

The influences of government, whether nationally or locally can certainly influence the 
demand and operations of a tourism organisation. 

Each government collects taxes, licenses, rates and other levies to spend on services to 
the community. If the services were not required, government would not have to raise 
revenue. Likewise, because the community expects certain levels of services provided by 
government, there is a need for government to raise sufficient revenue to enable those 
services to be provided. 

Hence policies are introduced to determine how and where revenues can be raised to pay 
for services to the community. 

Some economic / political policies that would influence 
a tourism organisation include: 

¶ Fiscal Policies ï taxation and levies  

¶ Monetary ï interest rates 

¶ Wages ï minimum working wages and on-costs 

¶ Exchange rates ï the cost of exchanging one 
currency into that of another 

¶ Ease of travel ï into and out of a country, visa restrictions 

¶ Legislative changes ï new or amended laws. 

Social issues 

Social significance relates to how a society deems something to be 
important in their lives. What is deemed by the wider community 
today as important may be different from what our parents and 
grandparents deemed to be of significance in their lives. 

In todayôs society, generally speaking, people tend to have greater 
economic and political freedoms than in generations past. Many 
people have access to improved economic conditions and enjoy a 
higher standard of living. 

In terms of tourism, more people work harder and therefore want to 
enjoy their relaxation time. They also have greater financial 
means in which to do so.  

Social trends show society has: 

¶ A better quality of life ï better accommodation, employment 

¶ Greater need for tourism products ï people eat out more, 
holiday more and travel more 

¶ Greater community pride 

¶ Great understanding and appreciation of the world ï through 
technology we are learning more about the world which is 
building desire towards travel 
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¶ Increased appreciation of culture ï people are being exposed to different cultures 

¶ Greater understanding of other people ï through multi-culturalism we are learning 
more about people from different backgrounds. 

Generally speaking, social trends are indicating society as a whole is yearning to explore, 
learn and appreciate what the world has to offer, which can only be beneficial to tourism. 
There are some obvious environmental concerns associated with increased travel and 
tourism and this will be explored in later sections. 

Finding information 

To find out information relating to economic, political and social issues there are many 
sources in which to explore including: 

¶ Local government websites 

¶ Local community and council meetings 

¶ Economic and business websites 

¶ Legal journals 

¶ Industry publications 

¶ Newspapers 

¶ Internet research. 

1.2 Identify sources of information on tourism 

industry statistics and trends, and obtain such 

information 

Introduction 

Given the tourism Industry is one of the largest industries 
in the world, it is not surprising to learn that they are 
numerous publications devoted to industry news, trends 
and statistics. 

Whilst most general media sources will contain travel and tourism related information, 
there are many sources specifically focused on the industry.  

There are a number of publications available to the tourism industry which provides 
detailed updates on the events, promotions and concerns within the travel industry. These 
are available both in printed format and electronically. 

Written materials 

Trade magazines  

Different sectors within the tourism industry will have their own publications.  

Hotel School Publications 

Tourism and Hospitality educational providers around the world often have a dedicated 
research or on-line library containing latest information specific to industry. 

¶ Cornell University School of Hotel Administration ï 
http://www.hotelschool.cornell.edu/research/chr/pubs/. 

http://www.hotelschool.cornell.edu/research/chr/pubs/























































































































