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e
Foreword

Dear Learners,

This book is intended to serve as a ready reference for learners of
vocational higher secondary schools. It offers suggested guidelines
for the transaction of the concepts highlighted in the course content.
It is expected that the learners achieve significant learning outcomes
at the end of the course as envisaged in the curriculum if it is followed
propetly.

In the context of the Right- based approach, quality education has to
be ensured for all learners. The learner community of Vocational Higher
Secondary Education in Kerala should be empowered by providing
them with the best education that strengthens their competences to
become innovative entrepreneurs who contribute to the knowledge
society. The change of course names, modular approach adopted for
the organisation of course content, work-based pedagogy and the
outcome focused assessment approach paved the way for achieving
the vision of Vocational Higher Secondary Education in Kerala. The
revised curriculum helps to equip the learners with multiple skills
matching technological advancements and to produce skilled
workforce for meeting the demands of the emerging industries and
service sectors with national and global orientation. The revised
curriculum attempts to enhance knowledge, skills and attitudes by
giving higher priority and space for the learners to make discussions
in small groups, and activities requiring hands-on experience.

The SCERT appreciates the hard work and sincere co-operation of
the contributors of this book that includes subject experts, industrialists
and the teachers of Vocational Higher Secondary Schools. The
development of this reference book has been a joint venture of the
State Council of Educational Research and Training (SCERT) and
the Directorate of Vocational Higher Secondary Education.

The SCERT welcomes constructive criticism and creative suggestions
for the improvement of the book.

With regards,

Dr. P. A. Fathima

Director

SCERT, Kerala
]
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ABOUT THE COURSE

Travel And Tourism Course encourages learners to appreciate the scope and
importanceof travel and tourismindustry intheworld and to recognisethe positive
and negative impacts of the industry may have on environments, people and
economies. Learnersdiscover that thetravel and tourism industry isdynamicin
nature and how theindustry respondsto change. The courseencourages|earnersto
deveop practica and technica skillsrelevant to theindustry, enablingthemtoded
witharangeof complex stuationsand problemswith confidence. The courseisaso
designed to hel pin mesting theneed for skilled and knowledgeabl eindividudswith
right attitudesand aptitudesinthisrapidly diversfyingindustry. ThisCoursedevel ops
practical skillsacrossarange of workingroles, aswell asproviding aglobal and
local perspectiveontravel and tourism. Learnersgain an overview of theindustry,
and learn about popul ar destinations, customer care, and marketing. Thiscourse
enables candidatesto become effectivelearnersand to provideasolid foundation
for their continuing educationa journey.

Mission & Vision

TheTravel & Tourismindustry isfacing acrisisdueto thelack of qualified and
trained professional s even though the country's economic growth dependson this
industry. So every citizen of our country isrespons bleto contributeapossibleportion
tothisindustry. Travel and Tourism courseisablessingtoKerda "GOD'SOWN
COUNTRY™ to utilize manpower to thetourism sector

VHSE programmesand qualificationsare designed to support learnersto become

e Confident inworkingwith information and ideas- their own and those of oth-
es

*  Responsiblefor themselves, responsive and respectful to others
* Réflectiveaslearners, developingther ability tolearn

*  Innovativeand equipped for new and future challenges

*  Engagedintellectualy and socidly, ready to make adifference.
Major skills attained after the course :

0  Work andcommunicatein English

o0 Knowstypesandformsof tourism.

o Knowledgeof varioustourismresourcesof India

0 Knowsvariousnationa andinternationa tourism organisations
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0 Understandingthe impactsof tourism
Application of ICT skillsintourism business

Good communication and interpersonal skillsfor effective communication at
work place.

Knowsvarioustourist transport systems

Canlocateand collect travel and destination information
Canguideatourist

Can preparetour packages

Candoworldwide reservations (Air, Rail, Hotel setc)
Communicatein French and German

Knowsabout Hospitality industry

Can know about the functionsof variousdepartmentsof ahotel industry
Famidiarisewithonlineticketing

K nows own company's products and services

Maintain cusomer profile

Knowledgeabout thevarious events, and its management .
Canwork inasocidly diverseand competitive environment
K nowledge of promotiona techniques

Understanding of signage

Syllabus

Moudle 3 Tour And Hospitality Assistant
Unit 3.1. Tour Handling

o O

O O 0O 0O 0O 0O 0O 0O o o o o o o

311 Iltineraries
3.1.2 Tour costing and Pricing

3.1.3  Tour Brochure

3.1.4 Etiquettesof Tour Guides

3.1.5 Approva of tour guidesinIndiaregionwise

3.1.6 Bascphrasesinforeignlanguages|[French& German].
Practicals

*  Congruct tour itineraries

»  Congtruct tour costing

*  Preparechart of foreignlanguage phrases

O
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*  Roleplaysusing basic phrasesinforeign languages.

»  Fddviststomuseums, heritagesites, etc.

e Introduction to Photoshop

*  Usageof basictoolsand edgerefinement, isolate and edit partsof animage
*  Manipulatelayersthrough positioning, scaling, rotation and adjustments

*  Prepareimagesfor web and printout with appropriate sizing and resol ution

e Apply painted masks, sel ection based masks, and blend modesto createim-
ageeffect.

*  Prepareatour brochure

Unit 3.2. Hospitality Management

3.2.1 Hospitdity industry

3.2.2 Mgagorhote chainsinlIndiaand world (familiarisaionlevd).
3.2.3 Depatmentsin hote

3.24 Front Office

3.25 Layoutof Front Office

3.2.6 Typesof reservation

3.2.7 HouseKeeping

3.2.8 Functionsof Housekeeping

3.29 Typesof Room

3.2.10 Typesof Bed

3.2.11 Food and Beverage Production

3.2.12 Food and Beverage Service

3.2.13 Equipmentsusedinkitchen

3.2.14 Co-operationwith other Depts.

3.2.15 Termsusedinhotd industry.

Practical

e Preparation of organizational charts

*  Picturealbumsof different kindsof hotelsand resorts

*  Fddvidtstohotd sresorts

*  Tablesatinginahotel/ restaurant

e Introductionto Coral draw

»  Drawinglines, shapes, inserting pictures, objects, tablesand tinpl ates.
e Cregtionof visiting cardsand Id cards.

*  Creation of outlinemap of (IndialK erala) using cora draw

>
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Unit 3.3. Event Management

331 Event

3.3.2 EventManagement

3.3.3 Characterigticsof event management

3.34 FiveC'sof event management (Conceptudization, Costing, Canvassing,
Customization, Carrying out)

3.3.5 Categoriesof event

3.3.6  Processof event management

3.3.7 Keydementsof events

338 MICE

339 ICCA.

3.3.10 ICPB

3.3.11 Mgortrave farsintheworld ITB Berlin,Arabian Travel Market (ATM),
WTM, KTM.

Practical

*  Organizeaevent in connection with World and National Tourism Day cel-

ebration at school

*  Prepare asampleevent budgeting/ expenditurein excel format

*  Prepareachart and PPT of C's of eventsand categories of events

*  Prepareapicturealbum of mgjor tourism eventsintheworld

* Vigttoany mgor event likeKTM/TTF/exhibition /fairsetc

*  Logo Crestion on any aspect of tourism( e.g. organizations, arlines, car renta's

Moudle 4 Online Travel Services and Computer Reservation
Systems

Unit 4.1 Air Travel and Airport Management

41.1

Air Travel Organizations-ICAO,IATA -UFTAA-PATA ASTATAAI

[familiarizationlevd]

4.1.2
4.1.3
4.1.4
4.1.5
4.1.6
4.1.7
4.1.8

International ConventionsWarsaw,Chicago, Montreal
Freedomsof Air

Mg or continentsof theworld

TCAress

Major countries, capitals, cities, airportswith codes
Airlinecodes

Currency codes
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4.1.9 Airport procedures

4.1.10 Vaiousclassof servicesinaflight

4.1.11 Arrivd formdities

4.1.12 World TimeZonesand Flying Time Cdculation
4.1.13 Journey

4.1.14 Globd indicators

4.1.15 Familiarizationof (Manua)Fareca culation (Oneway- Mileageprinciple
HIPBHC,ec)-

4.1.16 Aircargoandlogistics

Practical

e PPT -typeof journey withexamples

e FiddvigttoAirports

*  VidtTourist Reception Centreof KTDC and CRS
e PPT presentation of air travel organizations

* Roleplayof check-informdlities

*  Preparationof chart showing World TimeZones

e Introductiontointernet usage

*  Networking, browsng kill and fundamentalsof web designing
*  Websitecrestion of atourismfirm.

Unit 4.2 Global Distribution System

4.2.1 Introductionto Gdileo

4.2.2 Functionsof Gdileo

4.2.3 Typesof screens

4.24 WorkingwithGDS

4.25 Phoneticaphabets

426 SSRand OSl codes

4.2.7 Billingand Settlement Plan[BSP)
Practicals

e Mapwork - IATA Codesfor citiesand Airports,Routing

* Vist SevaKendra/lPassport SevaKendraand familiarizewith theamenitiesat
theAirports.

*  PracticinginGDS
*  PracticingPNR creationin GDS(AMADEUS/GALILEO)
e Trave portals: Makemy trip, Yatra.com, Travel advisor.

&
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Unit 4.3. Marketing & Recent Trends in Tourism

4.3.1 TourismMarketing

4.3.2 Uniquefeaturesof Tourism Product

4.3.3 Magor stepsin Tourism marketing

4.3.4 MarketingMix-7 Psof marketing

435 TourismMarket segmentation

4.3.6 Benefitsof market ssgmentation

4.3.7 Criteriausedfor dividing market ssgmentation

4.3.8 Tourismpromotion and salespromotiontools

439 Magortravel portalsandtravel apps

Practical

*  Prepareachart of Marketing Mix

*  Prepare PPT/Chart - features of tourism products

*  Prepareinternationd tourist arrivalsin excel format-graphs.pie diagram etc.
*  Prepareindividua Blogsof Studentsontourism.

e FamiliarwithApps.usedintrave industry.

* Practiceinonlinetravel web siteslike IRCTC, yatra, clear trip, etc.

Name of Module: Tour And Hospitality Assistant
[Total Period 340]

30% theory 70% practical
Name Of Module: Online Travel Services and Computer
Rservation System [Total Period 340]
30% theory 70% practica
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Overview of Module 3
Tour and Hospitality Assistant

Thismodulewill givelearnersanideaabout Tour handling. Thestudents study about
the preparation of itineraries--tour costing and pricing. They also learn about the-
approva of tour guidesin Indiainregionwise. Thismodulea so givesthemanidea
about the etiquettes of Tour Guides. The students al so aguire knowledge about
brochure preparation. The basic greeting phrasesinforeign languages (French&
German) enablesthelearnersto have avery basicideaabout the needy phrasesand
wordsused for communicationin theselanguages.

Thismoduledsoimpartsthelearnersto know about the hospitdity industry, role of
accommodation in tourism, hotel-definition, major hotel chainsin the world
(familiarisaionlevd), departmentsin hotel. Thelearnerscan know about the-Front
officeoperations, layout of front office department- functionsof front office dept-
and types of reservations. The students are introduced to the house
keeping department, functions of house keeping-layout of house keeping dept.-
typesof room andtypesof bed. Thismodulegivesan introduction to the-food
and beverages production, introduction of cookery, equipmentsused in kitchen,-
co-operationswith other departments, food and beverages organi sation, med plans.
Sometermsused in hotel industry arealso introduced.

Thismodule will again giveanideaabout eventsand event management. It will
enablethelearnersto know about the characterigtics, Five C'sof event management
(Conceptudization, Costing, Canvassing, Customi zation, Carrying out), categories
of events, process of event managent, key elements. Thismodule givesanidea
about MICE, ICCA, ICPB, the mgjor travel fairsin theworld and India-ITB
Berlin, Arabian Travel market, WTM, KTM.

Unit -1
TOUR HANDLING
Introduction

Thistopic coversthefollowing areasin tour handling to enable studentsto prepare
tour itinerary, to calculate tour costing and tour pricing, preparetour brochureswith
al thenecessary information. It aso prepares studentsto know about varioustypes
of tour guides, their approval formalitiesby the government and etiquettes of tour
guide. Thetopic also enablesthestudentsto learn basic greetingsand phrasesin

foreign languages (French and German).
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Learning Outcomes

Thelearner:

Developsskill intour itinerary preperation.

Developsskill to prepareatour itinerary

Developsskill to preparetour costing and pricing

Understandstour co-ordination and controlling

Developsskill to prepare abrochure

Understandsthe etiquettes of atour guide

Understandsforma greeting phrasesinforeignlanguages (French/German etc)

Detailing of concepts

3.1.1. Itinerary

Anitinerary isakey and significant component of atour package. It isdesigned to
identify the origin, destination and all the enroute stopping points along with
transgportati on, accommodation and other servicesontravel ler'strip. Itisthedesigning
of aprogrammewhich onewantsto sell

Themanitineraries

a W DN PE

Tourigt itinerary

Tour manager'sitinerary
Thevendor'sitinerary
Thebusdriver'sitinerary

Tour escort/country step-on guideitineraries

Thefollowing aresomeof theitinerary planningtools:

Timetables

Theofficid Airlineguide

Trave Information Manud

Airtour Manua
Worldwidecruiseand shiplineguide
ABCtrave guide

WorldHotel guide

Theofficid rail guide
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A tour planner should adopt thefollowing step by step procedure:
Identify market/tourist requirementsand their budget

Select thedestinations
Negotiate with destination operators and‘éi vethem importanceto ensurequality
Study and understand the use of world widedi ty tocity schedules
Study andfollow iti né;ary planning tools
Study and use|ATA Travel agents handbook
Emphasisadinright kind of sightsesing
Includeoptiond i ngre‘d'i entswithfreetime

Importance to scripted and non-scri pted presentation

Consider viewsof past tour participants
Sample inbound itinerary
Dehi-Japur-Agra-Delhi
Date/day | Time Sector Tour programme

01 4.45pm Ddhi Arrivad at international airport and
transfer to Hotel Ashoka, overnight

Say
02 8.30am Ddhi Breakfast full day city tour by deluxe
coach. Overnight at hotel

03 6.30am | Dehi-Jaipur | LeaveDdhi by road for Jaipur. Afternoon

at leilsure, overnight stay
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04 8.30am Japur Breskfadt, full city tour afternoonvisit
Amber, overnight at hotel Jai Mahal
Palace

05 6.30am |Jaipur-Agra| LeaveJaipurforAgra, vist
Fathehpur Sikri stay a Tgj

06 8.30am Agra Breakfast, city tour, overnight at
AshokaHotel

07 8.30am | AgraDehi | Breskfast at hotdl, leavefor Delhi via
Sikandra, overnight at AshokaHotel

08 830am | ----- After breskfast transfer toarporttoleave
Endof tour | for Americaby AmericanAirlines

3.1.2. Tour Costing and Tour Pricing
Tour costing

Tour cost meansthetotal cost incurred or attributed to atour product service or
tour costingisthe sumtota of costsincurred to create or formul ate atour package.
Generally apackagetour includestwo components - travel and ground services.
Thusthe cost components of apackagetour are:

*  Research and development cost
e  Travel cost-air,road,rail or sea
e Accommodation costs

¢ Trand:G’COSS Let’s discuss, how to prepare a cost sheet of FIT, GIT and other tours.
° COST SHEET OF XY TRAVEL COMPANY

Food and beverage s

Cogs Name of Tour_____ GIT/FAT No. of Pax,

] H Tour Code
* Sghtseeingandac- | o, e —

t|V|tyCOSS Dayl | Sector Transportation Hotels

b .
«  Marketing costs . e S 4 K ol .,%,
e Administrative Car Cuch ____ Cor __ Couch
AC | Nom | AC | Noen | AC| Non | AC | Non

costs AC AC AC AC
e Miscellaneous

Cogs Total bour cost

FIGURE 5.2. A Specimen of Tour Cost Sheet
Tour cost sheet is a statement designed to show the total costs alongwith the break
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Tour Pricing

Tour pricingisthe processof determining what theagency will chargethe customer
for thetour, whereastour costing isthe actual laboriousjob of analyzing what each
item onthetour will really cost thetravel agency out of itspocket. Thedifference
between what the client pays (what comesin) and what the tour coststhetravel
agency (what goesout) isearningsor profit.

Tour Price Structure

[ Items Percentagew
Assumed price=Rs100
Direct costs
*  Accomodation 40
 Airseat 36
»  Other transport costs 2
e Agent commisson 8
Totd 86
Grossmargin 14
Indirect costs
*  Adminidraive 3
* Promotion 5
* Others 1
Totd 9
Net Income/profit
o Trading 5
* Interest ondepositsand others 2
| Totdl 7 )

3.1.3 Tour Operator's Brochure

Brochureisavita marketing tool and means of informing the customers/tourists
about the product and persuading the potential tourist to purchasethetour.
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The landmark which defines Paris
and France together, the Eiffel
Tower.

It is a beautiful way to spend a day with
the Hall of Mirrors, magnificent
gardens and fountains and surrounded
by a city which has some of the finest
restaurants in the region.

Musee du Louvre- Inside awaits the

riches of the world's most exquisite artistic

Iem from Egyptian mummies and Code
Hammurabi to Venus de Milo.

$om 1 Rockelle o the
dmrhglellyﬁﬂ\anddn:ﬂq

coral 1o
piranhas and the king of the depths - the
shark, the riches contained in all those
tanks are so well displayed that visitors
gaze at the species as if hypnotized.

Bastille Day- Every July 14", France
celebrates Bastille Dq- (0] mmmﬁmnu
the b g of their

Chateau de Chenonceau- | highly
recommend taking a guided tour to learn
about the fascinating history of this
an:iilmunl gem. On yourviﬂ! you uill

Mont St-Michel is rocky, peaked
island which is connected by a
causeway to northwest France.

Design and format

ofx\l"hh and XVIlth mtury upestrlﬁﬂwl
a great number of masterpieces.

Cathédrale de Chartres- This stunning
cathedral is hailed as one of the most
beautiful works of architecture in western
civilization, and the most spectacular
Gothic cathedral in Europe. Take time to
stroll the cobblestone streets and peruse
the art galleries, antique shops, and
museums. Grab hunch or dinner at one of
the charming traditional cafés around the
cathedral,

Travel to France

thoﬂu what tlm'aﬂz Bean mumtﬂ.

~ TEL: 306-555-8468 )

Thedesign and format of the brochurewill be decided on thebasisof its purpose.
Therearevarious designsto reinforcean operator'simage of quaity and reliability
which should be achieved by thefollowing:

1.
2.
3.
4.

Atftraction
Accuracy

Easy comprehensivetext and layout

Photography of paper of amatching quality

Depending upon the purpose one may select any of thefollowing brochure:

1.
2.

Ledflets
Folders.

» Centrefold: folded to produce
* Simple four pagesheet
» Gatefold: anoff centrefold providing afront sheet smaller than the second
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» SixPage regular fold
» Six page: concertinafold

3. Booklets: Eight or more printed unitsof four sheetswhich requirebinding such
&

»  Small booklet: machinebound by saddle

e Stitching (slamp through the spine)

« Largeone: sidestitched by aglueon cover or bound asabook
Thereareafew useful guiddines:
1. Alwaysuseinternational sizesA4,A5or onethirdA4

2. Itispreferableto useonegood picture on the cover unlessthere are compel -
ling reasonsfor amulti-pi cture approach.

3. Incdludeamap or mapsshowing thelocation of thefacility in relationtotown or
other mgor tourist centres.

4. Featureyour addressand telephone number (includingtheinternationa diding
code)

If appropriate the address of your overseasoffice or representative

Maintain agood editorial advertising balance so that the publicationisnot
swamped by the advertising.

Package Tour Brochure
There could bethreetypes of packagetour brochure:

a.  Shell folders. Theseareblank foldersintercepted with printed photographs.
Theseareprovided at low cost by airlines or nationa tourist offices

b. Umbrellabrochures: Theseare produced by travel agentsfor sdllinginclusive
toursfor destinationsoverseas

c. Regulartour brochures. These are purpose designed brochuiresfor operators
regular packagetour servicesand compriseall holiday tours

Contents of Brochure
1. Thenameof thefirm responsiblefor theinclusivetour
2.  Thenamesof transport

* Nameof thecarrier
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* Typesandclassof arcraft

» Scheduleor chartered aircraft

Detailsof destination and time of travel

Duration of each tour: Number of days/number of night days.
Description of thelocation and type of accommodationincludingmeds

Pricefor each tour with an extracharge clearly shown.

3
4
5
6. Servicesof overseasrepresentativeif provided
7
8. Detailsof specia arrangements.

9

Contents of booking including detailsof cancellation conditions.
10. Detailsof any optional or compulsory increase coverage.

11. Detailsof documentation required for travel to the destinationsfeatured and
any health hazardsor insul ationsrecommended.

12. Bookingform: Itisprinted within the brochurefor completing reservations.
Thetermsand conditionsof booking should appear infull inthe brochure but
should not be printed on the back of the booking form asthey should bere-
tained by the customer.

3.1.4 Etiquettes of tour guides

TheTourist Guide shdl dwaysbe awvareof projecting agood and positiveimage of
Indiaadhering to the ancient Indian concept of " Athithi Devo Bhava™.

TheTourist Guideshal consder himsdf/herself afriend of thetourigts, be courteous
and helpful and never betray thetrust placed inthem by thetouristsand carry out his
ethicd and mord responsbilitieswith dignity.

TheTourist Guide, will ,therefore, bear inmindthat" word of mouth ™ publicity and
comments haveatremendousimpact onthecreetion of animagefor thecountry. This

isseverd timesmoreva uablethan the most expens ve advertisementsthat can be
put out .

TheTourist Guidewill dwaysbeefficient, tactful, kind , understanding and project
thewarm and hospitable nature of Indians.

TheTourigt Guidewill ensurethat he/shewill givecorrect and dl possbleinformation
of thelatest devel opmentsin the country and keep himself/hersdlf upto date. He/she
will understand and convey the positiveaspects of his’her cultureand tradition, and
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bewd | versed with mattersrelatingtoloca customs, habitsand traditionsto ensure
that both thetouristsand thelocal people respect each other.

TheTourist Guidewill always be punctual, well groomed , presentably dressed,
well mannered, sober and cultured. Hisdedication and conduct should ensurethet,
theimage of the profession or that of the country isnever spoiled.

TheTourist Guideshall at all timesberdiable withtheentrusted dutiesand be of
exemplary conduct, not only dealing with tourists but also with others such as
Government officers, and membersof the public.

TheTourist Guide shdl refrain from unethica or discriminatory conduct and deal
with proprietary and impeccable honesty. Hewill refrainfrom entering into shoddy
dedl sfor monetary and other gainsnor will heintentional ly midead thetourists.

TheTourist Guide shall refrain himself from al possible argumentsand remember
that the'Customer isAlwaysRight.’

TheTourist Guideshall uphold his/ her status and reputation with aview to foment
closer co-operation , understanding and collaboration with his/her counterparts
throughout India.

TheTourist Guidewill respect and safeguard our heritage, monumentsand ecol ogy.
3.1.5 Approval of tour guides in India

Lack of proper training isthe biggest handicap inthefield of tourism. Specidized
training intourismisavailablein various collegesand universities. Command over
oneor morelanguageisamust.

The Tourist Guidescan bedivided into threedifferent categories.
1 'A'ClassTourist Guides
2 'B'ClassTourist Guides
3 'C'ClassTourist Guides

The department of tourism and itstourist offices select "A" grade tourist guides
according to their requirements. At present graduates having history asone of the
subjectsin the degree course and the knowl edge of one or moremodernforeign
languages arepreferred. Candidates sdected haveto undergo threemonthstraining.
On successful completion of three monthstrai ning candidates haveto appear inan
examination. Thosewho qualify are kept on permanent panel of approved guides.
They areawarded certificatesand issued identity cards and badges. Grade'B' and
'C' guidesare approved by the department of archaeology, Govt of India. These
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guides are stationed at the monuments. They are not allowed to take thetourists
around the country.

3.1.6 Foreign language proficiency (basic communication
phrases)

French language (basic phrasesfor communication)

Bonjour -Hello (Formal)- eeniosndaa

Bonsoir- good evening - eeniosndaus

Bonnenuit - good night- esniosmm vl

Bienvenue - welcome- snilwomaaimu

Monsieur- emoadavu Sir Madame-Madam- asoo

Salut- Hi- aveiy

Merci. - Thank you - eadmi

Merci beaucoup. -Thank you very much - eadavlesnis,al
Silvousplait. -Please.- aladaneal

Comment vousappel ez-vous- what'syour name- &caoanmi@paleeian
Je m'appelle -my nameiis... a12aI@3 .......

Quell estvotre nationality- what'syour nationality- eaeeicainmmoaruimoeilol
Jesuis-l am_- @amavv

Comment Cava-how areyou e@ocaoauaid

Cavabien merci- finethank you- avaisnilwomdeadaul

oui -yes ol non -no

Je suisdésol é -- I'm sorry- eauavualeavosel

Excusez-moi.-Excuse me.- angmis veaumal

aler adroite-go right @eeeicizo

aller agauche-go |l eft- arociaREal

Aller tout droit-go straight @peeion e300

Combien?-How muchisthis- ea:00eniload

Ici-here- enarvl

Ouest... - oam Whereis...D'accord- ok - 3e#9033
ouvert/fermé- open/ closed- ®a1d® / ®anden
Aurevoir-Goodbye- @peocaio

Voul ezvousquel que chose- do you want something- aneeian&:@3eeeEauoms
Je peuxvousaider- may | help you- eatainanailes
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Entrez- comein- soamiao

Quélleheureest -il- what timeisit.- & andanolod
Ilest....itis - en@Bam

Bon voyage- happy journey - esniosncainau

German language (basic phrasesfor communication)
Yes-/no ja/nen(yah/nine)

please/thanks- bitte/danke (BI T-tun/DAHN-kuh)

Excuseme! - EntschuldigenSie! (ent-SHOOL -de-gen zee)
left/right- links/ rechts(linx/rechts)

How areyou? (formal) - Wiegehteshnen? [Veegate esseenen?)
I'mdoingwdll. -Mir geht'sgut.[ meregateesgut]

Hellol/Good day! -Guten Tag! (GOO-ten tahk)

Good-bye! -Auf Wiedersehen! (owf VEE-der-zane)

Good morning!-  GutenMorgen! (GOO-ten morgen)

Good night! - GuteNacht! (GOO-tuhnahdt)

"What isyour name?-"Wiehe RenSie?' (veehi-sehn zee),

My nameis...-  Ichhesse... (ichHY E-suh)

[ am... - Ichbin...(ichbin)

Doyouhave..? HabenSe...?(HAH-benzee)

Whereis....? -Woist...? [Vohist...?]

May | helpyou? (formal)- Kannichlhnenhelfen?[kahnikhee-nen hdll-fen]
Would you like...(formal)-Md&chtenSie. .. [moshton see]

What areyou looking for? - Was suchenSie?

Do you spesk English?  --SprechenSieEnglisch?[shprexh-en zeeeng-lish

Detailing of Practicals

»  Condructtour itineraries

*  Congtruct tour costing

*  Preparechart of foreign language phrases

*  Roleplaysusingbasic phrasesinforeignlanguages.

*  Fddvigtstomuseums, heritagesites.

Computer

Photoshop

Photoshop isacomputer graphicsand image editing software and print programme.

&
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Studentswill gain aworking knowledge of Photoshop and develop their skillsin
editing and dtering the photosthrough abasi c understanding of tool bars, layersand
the adjustment pandl.

Mastering the effects of the cloneand healing brush toals.

Understanding and working with layersand the adjustment pandl.

Basicsof Masking.

Transferring and maximizing smart objects.

Employing smart filtersto createinteresting effects.

Colour correction.

Fileformats, resizing and saving

Cropping.

Actionsand batch processing.

Usageof basictoolsand edge refinement, isolate and edit partsof animage
Manipulate layersthrough positioning, scaling, rotation and adjustments
Apply painted masks, selection based masks, and blend modesto createim-
ageeffect.

Prepare atour brochure using Photoshop.

Assessment Activity

Short note preparation on tour itinerary process

Sample preparation of tour itinerary

Tour costing onthe prepared itinerary

PPT onapackagetour with all the attractions

Record work

Brochure preparation onamajor tourist destination/ tour package etc

T E Questions

Prepareatour itinerary for 3days/2nights (suggested routes TRV-COK-TRYV,
DEL-JAI-AGR)

List out the cost componentsof atour itinerary

What istour pricing? Giverough structure of tour price

What arethedifferent typesof tour brochures? List out the detailsto bein-
cluded in preparing atour brochure

What arethedifferent typesof tour guidesand theformalitiesrequired for their
approva?

List out 5 phrasesfor communicatingwithaforeignguest (German or French).
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Unit - 2
HOSPITALITY MANAGEMENT

Introduction

Thisunitsded swith theemergence of hotels, definition of hotel and departmentsin
hotel. It will enablethelearnersto understand the procedures undergonein front
office, layout of thefront office, typesof reservationin hotel industry, housekeeping
operations, typesof rooms, types of bed, food and beverage productions, cookery,
equipmentsused inkitchen, lay out of F& B production, serviceoutlets, organization
of western production department, tabl e setting, someof thetermsusedintheindustry
and cooperation with other departments so that the learners can understand the
functioning of hotel industry

Learning outcome of the unit

Thelearner:

*  Explainsimportance of accommodationin tourism industry

e Listsabout hotel concept/hotel chains

e ldentifiesdepartmentsinahote & itsfunctions

e Familiarisesof front officedepartment

*  Understandsthelay out of front office

»  Familiarisesthefunctioningof reservations

*  Familiarisesthefunctioning of housekeeping.

*  Understands thelay out of house keeping

e Familiarisesabout cookery

«  Familiarisesthefunctioning of food and beveragesproduction /serviceopera-
tions

*  Familiarisesthe service outlets of food and beverages service department

e Ligtstheequipmentsused in production and service

e  Understandsabout atablesetting

*  Explainsthefunction of food and beverages department in cooperation with
other department

e Ligsthetermsusedin hotd industry

&
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Detailing of the concepts
3.2.1 Hospitality industry
Hospitdity istreating peoplelikeyou would want to betrested when you aretravelling.

It meansmaking atourist fed totaly wel come not only asyour guest but dso asthe
guest of thecompletefamily of the hotel.

Asper the Oxford dictionary hospitality is defined as " reception and entertainment
of guests,vistorsor strangerswith liberality and goodwill.” Theword hospitality is
derived fromtheLatinword "Hospitditias'. Hospitdity industry provides services
which areneed oriented and servicesvary with needs.

Theterm 'hotel’ wasused in England in about 1760. Hotel or innisdefined by
British law asa"place where abonafide traveller can receive food and shelter,
provided heisinapositionto pay for and isin afit conditionto bereceived.”

3.2.2 Major Hotel chains
Somehotd chainsinindia

Tq group of hotels: In 1903 JRD Tata constructed the Tggmahal Hotel in Mumbai.
it wasthefirst hotel of international standardsand repute built by an Indian for
Indians.

ITDC- IndiaTourism Devel opment Corporation.

Started in 1966 the flagship hotd of ITDCisAshok Hotel ,New Delhi

Wecomegroup; itisthehotd divisonof ITC LtdITC enteredinto Hotel business
in 1975 with the opening of CholaSheraton, Chennai.

Oberoi Hotels; RaiBahadur M S Oberoi started the Oberoi group of hotels
Ledlachainof hotels; thechainisowned by Capt CPKrishnan Nair of Keraa

International Hotel Chains;

Sheraton IeMeridian
Hilton Hyait
Ramada Mariot
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A major International Hotel with some of its amenities
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3.2.3 Departments in a Hotel

Thehotd'sdifferent departmentsand their functionsall play acrucia roleinensuring
the successful run of thebusiness, whileproviding apositiveexperienceto itsguests.
Themajor departmentsare:

Front office

Housekeeping

Food & Beverage production& service

Auxiliary departments

Adminigration

Marketing

Accounts

Maintenance

Security

3.2.3 Front office

Front officeis like a show window of the business organization. Front office
coordinatesasalink between the hotel and the guest and at timesistheonly area
which comesin contact with the guest and the guest knowsthe hotel by the front
desk of the hotel only.

The FRONT OFFICE isthe nerve center of ahotel. Members of thefront office
staff welcomethe guests, carry their luggage, help them register, givethem their
room keysand mail, answer questionsabout the activitiesinthehotel and surrounding
area, and finally check them out.

Front office and lobby of a five star hotel
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Various sections of Front office department.
Usdly thefront office department of ahotel comprises of subsectionssuch as
a.  reservation-responsiblefor booking of roomsin advance

b. check-in- responsiblefor receiving the guest, all ocating and assigning rooms
and registering of aguest.

c. information-themainfunction of thissubsection isto provideinformation about
the hotel, servicesand aminites, city, travel and transport, banks, etc.

d. bel desk - responsiblefor luggage handling
e. cashandhills-responsblefor maintainand recording guest accountsand bills.
3.2.5 Lay out of front office department in a hotel industry

Entrance for Guest
l 1{-\Luggage Entrance

Luggage
Doorman O Room

DESK

=

[ COFFEE SHOP

HOUSE
TELEPHONE

ARRIVALS INFORMATION

BANK CENTRE

00 0 O g
ILOBBY MANAGER] 2
(&}
BILLS | SAFE
SECTION | VAULTS

TELEX RESERVATIONS .
ROOM SECTION

[ MESSAGE CENTRE |

3.2.6 Types of reservation
1. Tentative/Provisiond

2.  Guranteed
3. Confirmed
Tentative

Thisiswhen arequest prospective guest isrecived for somefutureday arrival and

hotle blockstheroom for thisguest provisionally inthehotel records.
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2. Guaranteed reservation

Thehotd will takethecredit card number of the guest to ensurethe payment of the
room. Theguest who choosesto have guaranteed reservation hasthe promisefrom
the hotel to provideroom evenif theguest arrives|ate.

3. Confirmed reservation

Itisareservation madewith sufficient timefor aconfirmation dipinc uding confirmed
dates,types of room booked, number of guestsand so on.

RESERVATION FORM

NAME NUMBER OF PERSONS DATE

-t

"
ADDRESS/COMPANY ~

2 FLT. NO
TYPE OF ACCOMMODATION < TIME
BOOKED BY 2

2 DATE
ADDRESS %

o,
DATE OF BOOKING o TiMR
LETTER/TEL/TELEX/NO. PHONE NO.
PHONE PERSONAL CONFIRMED WL.
DEPOSIT RECD : CASH CHEQUE NO.
SPL. REMARKS
BILLING INSTRUCTIONS
INITIAL (Reservation Assistant) No. R. (1) ARRIVAL

G.R. NO. (Optional)

3.2.7 Housekeeping

The primary function of the housekeeping department is keeping the venue clean
and sanitary as part of customer service. Maids and cleaners vacuum rugs and
furniture in hallways, rooms and public areas. They collect trash and empty
wastebaskets, change the sheets and make the beds. They refill soap and toilet
paper dispensersin public restroomsand put toil etriesand suppliesin guest rooms.
They dust and polish furniture. In some hotels, they bring requested items, such as
infant cribs, to guest rooms. These hands-on tasksfall to theactua cleaning staff.




3.2.8 Functions of house keeping

9.
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Linen Store Room

Tailor Room

Laundry
exchange
controller

Laundry Area

Corridor

Executive House
Keeper office

House Keeping
Control Desk

House Keeping
Supplies Stores

Uphalstra
v Room

Flower
Room

O N o o ~ wDdPRF

House Keeping Department Layout

Cleaningroomsand public area

Bed making

Linen Management
Laundry services

Pest control
Key control

Safety and security
Interior decoration

Room maintenance

3.2.9 Types of Rooms

Single Room:

A room withtwo single beds meant for two persons.

Double Room:

A roomwith double bed meant for two persons.

Twin Room :

A room withtwo single beds meant for two persons.

Twin Double Room:

Commonly known asfamily room having two doubl e beds separated from each
other.
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Parlour

A gitting or living room not used asbed room. Studio Room: A parlour setup with
oneor two studio beds or coucheswhich can be converted into beds.

Suite

A connecting oneor more bed room. It isthe most expensivetype of room Main
fedingsof asuite -

(1) Larger sze: moreroomsand moreprivacy.

(i) Morefacilitieslikerefrigerator, T.V., etc.

(iii) Elaboratefurnishingsand may be particular view eg. Sunset view suite.
Junior Suite

A largeroom with apartition seperating theliving room furnishingsfrom the bed
room.,

Duplex

A set of roomsnot on the same level connected by aninternal stairway generally
parlour at thelower and bed room at the upper leve.

Efficiency Room

A room having somekitchen facilitiesprominent in motels, resortsand residential
hotdls.

Hospitality Rooms
A room used by aguest for entertaining hisguest, charged on hourly basis.
Inter Connecting Rooms

Two roomsadj acent to each other having aninterconnecting doorsalowing entry to
other room, may belocked from either end and discontinue use of interconnecting
doors.

Pent House Suite
A set of room situated on terracelevel, apart of which may be open to sky-
Adjoining Room

Two or more roomswith or without interconnecting doors and are on the same
levd.

3.2.10 Types of Bed

Single bed-approx.39x81 can accommodate single person only.
Double bed-approx 57x81 and accommodate 2 persons.

King size bed -an extralong,extrawide double bed [ 78x82]
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Queen bed- double bed of 60x80 size.next to king size bed.
Twin bed -oneof thetwinsisapproximately 37x81lindimension.

Murphy bed- dso called wall bed,isabed that ishanged a oneendto storeverticaly
againgt thewall or insgdeof acabinet.

3.2.11 Food and Beverage Department (F&B)

Thefood and beverageisoneof theintegra part andimportant operationd department
inahotel whichisdivided into food production and food and beverage service
department. Food production or kitchen department isresponsiblefor the actua
preparation of fooditemswhereastheF & B service department isresponsiblefor
the systematic serviceof food from the hot or cold plates of kitchen to the customer's
tablesas per their choicesor order.

Theterm kitchen isderived from the Frenchword " Cuisine” which literaly means
Art of cooking or food preparationin thekitchen.

Definition of cookery

Cookery isdefined asachemica process,the mixing of ingredients,application and
withdrawal of heat,decision making ,technical knowledge and manipulative
skills.cookery isconsidered to be both an art and technol ogy.

3.2.12 Food and Beverage Service

Food and Beverage Serviceisthe service of Food madein theKitchen and Drinks
prepared in the Bar to the Customers (Guest) at the Food & Beverage premises,
which canbe:

Restaurants, Bars, Hotels, Airlines, Cruise Ships, Trains, Companies, Schools,
Colleges, Hospitals, Prisons, Takeaway, etc

Food & Beverage Outletsaredividedintothefollowing categories:

1. Restaurants: Restaurantsare placeswhere Food & Drink isserved.

FOOD & BEVERAGE
« Zodiac - The 24 hrs coffee shop

« Nostradamus - Lounge & Bar

* Roof Top Agua Grill - Open Air Pool side Restaurant
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Therearevarioustypesof Restaurants:

All Day Dining Restaurants: They are usually called as Coffee Shop or Cafein
Hotels. They areusually bigin sizewith many Covers (seats), compared to other
Restaurantsin thesameHotd . Themainreason why they arecalled All Day Dining
Restaurant isbecause of their hoursof operation, asthey are openfor bregkfast in
themorning, lunchintheafternoonto dinner intheevening.

FineDining Restaurants. Fine Dining Restaurantsare characterized by their el aborate
and exclusive menu with specia emphasison thevery high quality food they serve.
Theemphasisbeing on freshingredientsand natura flavorsor onthetypeof Cuisine
served, or both. Usually the operation of thisrestaurant revolvesaround the Head
Chef or Chef De Cuisineof thisOutlet.

1. Speciality Restaurants:

Theseare Restaurantswhich usually haveatype of National or Regional Character
or Cuisine attached to them, for example: Italian Specialty Restaurant, Chinese
Specidty Restaurant etc. In some Hotel sthey do dso sometimeshave Multi Cuisine
Specidty Restaurant, whichliterally meansthat Restaurant servescuisinefrom more
than one country, or the disheson the Menu at that Restaurant has Food Specidlties
fromdifferent countries.

2. Lounge:

Lounges can befound in different hotels. Their main purposeisto offer Food &
Drinksincomfortable and cozy seatingin relaxed surroundings. Thereare many
kinds of Loungesranging fromaL oungeinalobby, Cocktail Loungeand Cigar
Loungeto Executive and Club Lounge on special Floors.

3. Bar:

Bar isaplacewheredrinksare served. Thereisusually asmall Snacks Menu too.
The serviceisfast and quick. Therearevariouskindsof Barsranging from Formal
barsto Club Bars, Pubs, PoolBars, Wine Bars, Cocktail Bars, Beach Bar to Juice
Barsand many more.

4. Discotheque/Nightclub:

They areoutletswhere Music and Entertainment takes priority with the Food &
Drink. The operationisvery fast and the guest numbersarelarge. Security isan
important aspect inthese operations. Mus ¢ and entertainment can rangefrom DJto
livebandsplaying.

&
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5. Room Service/In Room Dining

Room Service dso knownasinRoom Dining .Itistheservice of Food & Drinkin
Guest RoomsinaHotel or aResort.

6. Meeting and Conference Rooms

M eeting and Conferenceroomstogether with Ball Rooms come under the Banquets
& Conference section. They are agreat source of Revenuein Food & Beverage
Department usually in Corporate and City Hotels. MICE (Meetings, Incentives,
and Conferences & Exhibitions) can alone bring much revenuein some hotelsin
comparison to other outletsinHotel.

7. Ball Rooms

These are large Function Rooms which are primarily used for Functions and
Weddings. The Staffing ratio of Full Time Staff inthissectionisvery lessasthe
Function and Wedding Business can sometimesbe seasond and extragtaff isusualy
filledin by theuse of Casua Staff. This Sectionisthe most Dynamic sectionin Food
& Beveragewith the Conference Section, whichismorephysicaly demanding and
creetively oriented.

7. Delicatessen

Delicatessen or Deli isaplacewhere guests can buy fresh produceranging from
Freshly Baked Bread, Cold Meat, Fresh Salads, Cakes, Home Madelce creams
and light and hedlthy drinks.

9. Stewarding

The Stewarding Department in ahotel or foodservice operation isresponsiblefor
the back of the house cleanlinessinthefood and beverage aress; the cleanliness of
the chinaware, cutlery, glassware; and the custody of related food and beverage
equipment.

Organization of a Western Food Production Department

Thefollowing outlines of thework of western kitchen staff organized on traditional
kitchenbrigade

Executive Chef

The Executive Chef controls all the sections and the cooks in charge of them;
supervisespreparation, cooking and service of food fromthekitchentodl thedining
outl ets; arrangesthe menus; plansthetiming for completing food production for the
beginning of restaurant service; checksfood for flavour and seasoning by tasting;

&>
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supervisesthe servery giving dishesafinal ingpection beforeservice, with attention
to correct garnish and appearance.

Sous Chef

Sousmeans"under" in French and the Sous Chef isthe second chef in command of
akitchen. Inlargehotds, the Sous Chef'sposition isalso mostly administrativeand
supervisory, helping the Executive Chef run thekitchen.

Chef de Partie

Chef dePartieisachef supervisor in charge of akitchenor aspecificarea. Insome
cases, they call out the orders during servicetime, inspect the meal sgoing cut, and
supervisethegenerd trafficflow inthekitchen.

A model of Table setting

The Formal Table Setting

9 8 7 6 5
1. Sherry glass 5. Seafood fork 9, Salad fork
4. White wine glass 6. Soup spoon 10, Dessert fork and spoon
1. Red wine glass 7. Dinner knife 11. Butter plate
4. Water goblet 8. Dinner fork

3.2.13 Some of the equipments used in Kitchen
Kitchen equipmentsmay bedividedinto 3 categories
1. Largeequipments
Ranges, steamers, boiling pan, fishfryers, snk and table
2. Mehanicd equipments
Peders, mincers, mixers, refirgreators, dishwahsers
3. Utendlsandsmal equipments
Pots, pans, bowls, spoons, plateknife, greaters.
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Some of the equipments used
Wooden Spoon - Used for mixing and when cooking and stirring hot foods

Slotted Spoon - Used to stir foods that are in liquids and to separate the solid
foodsfromtheliquidswhen serving

WireWisk - To whip eggs or cream or add air to abatter. Not used with thick
mixtures

Peeler - Tool toremovetheouter layer of fruitsand veg
Chef'sknife- All purposelarge knife used to dice, mince, chop, cubeand dice.

Paring knife- All purpose small knife used as an extension of the hand for small
cuts, garnishes, paring or Coring

Butcher'sknife- Specialty knife used when cutting meats because of itsthicker
broad blade

Roalling Pin - Tool used to flatten dough for rolls, pizza, cookiesor crusts

Pizza Cutter - Cutting tool useful for cutting noodles, doughs, cooked pizza, etc

2 or 3 tined fork or Barbeque Fork - Large fork with a heavy handle used for
skewering meatsor large pieces of food whilethey are hot

Metal Spatula- Small utensil likeaknifebut used oftento spread frosting, level
dry ingredientswhen measuring or dicebutter

Strainer or Sieve- Wiremesh container that isused to strain liquids awvay from
solid ingredientsor to separate and agrate dry ingredientslikeflour and powdered
ugar

Colander - A bowl with holesto alow liquidsto passthrough. Used for separating
solid materid sfromliquidsand washing veg and fruits

Cookie Scoop - Size of scoop used for making drop cookies, mini muffins or
cupcakes.
Pastry Brush - Tool used for basting baked goodswith melted butter or brushing
onglazes

M easuring spoons- Utenslsfor measuring small amountsof both dry and liquid
ingredientsaccurately

Dry Measuring Cups- Utensilsfor measuring various amounts of dry or sticky
ingredientsaccurately. They must be filled to thetop and leveled off.

>
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Kitchen Shears - Tool used to cut foods and materialsusedin thekitchen

Liquid or GlassMeasuring Cup - Utensil to accurately measureliquid volume of
ingredients. Oftenin both metric and American units

Cugtard Cup - Small glassbowl handy inthekitchen for breaking an egg, holding
smdl amountsof ingredientsor for smal mixingjobs

Grater - A cutting tool used to shred or gratefoods|ike potatoes, cabbage, cheese
or if thesurfaceisfine, to zest lemonsor ginger

Blender - Electric pieceof cooking equipment used for finechopping, grinding and
liquefyingingredints

Potato masher - Manual tool used to smash cooked fruits or vegetablesinto a
puree, asfor mashed potatoes, pumpkin, apples, etc.

Tongs- Utensil usedtolift and hold foodswhilethey are being cooked or served

M eat Tenderizer - Hammer-like device used to pound thick portions of mest till
they arethinner and moretender

Pastry Whed - Utensil used to both cut and or seal edges of pastry foods
Cheese Slicer - Simpledeviceto createevenly sliced pieces

Meon Baller - Spoon-likeutensil to makecircular shapesfrom melonsof al kinds
aswell asscooping and forming ballsof variousfoods

Egg Slicer - Handy dicing devicefor hard cooked eggs, mushrooms, strawberries,
efc. toensureevendicing

CookieCutter - Meta or plastictool created to cut al sortsof shapesof doughs
for interesting presentations

Mixer - Electric devicethat can vary the speed at whichingredients are mixed.
Somemodelshave specialized attachmentsfor other tasks such asmaking pasta,
grinding mesat and freezing icecreams

Mixing Bowls - These basic kitchen utensils have varying sizesand can bein
metd, plastic or glass/ceramic

Cookie Sheets- Thin, flat metal panwith no or only shallow sidesused tobakea
variety of foods.

Cake Pan - Pan withtaller sideswhich can beround, square, rectangular or have
specia shapes primarily used for preparing cakesand other desserts
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PiePlate- Meta or glassor ceramic pan shaped dightly larger at thetop thanthe
bottom for easier removal of afruit filled pastry

Wok - Traditional oriental cooking pot with sloping sidesand widetop for easy
stirring whilefrying, steaming etc. Can bedectric or stove-top models.

DoubleBoiler - Pan used to gently cook foodsin an upper pan whileit stsabove
another pan of hot to boiling water.

Electric Skillet - Useful appliance when spaceisnot availablefor astovetop, or
to giveanother cooking areain akitchen. Can comewith non-stick coating inside
for easy clean up. Usefor frying, steaming, warming and baking.

SautePan Smaller skillet used for cooking onions, garlic, peppers, mushrooms,
etcin butter or oil or for making omlets

L oaf Pan - Baking pantraditiondly used for breadbaking, but a so ussful for meetl oaf,
loaf cakesand bananabread. Can bemetal, glassor ceramic

Sauce Pan - Basic cooking pan with one handle and can comein many sizesand
materidssuchasstainlesssted, duminum, cast iron, glassand glassceramic

Pot - Larger szed cooking contai ner for stovetop and oven. Usudly hastwo smdler
handlesand aheavy lid. Great for "pot roast”

TeaKettle- Vessal used to hold hot water for making and pouring tea. Can be of
metds, ceramicor glass

Cutting Board - Protectivetool for cutting. Thisway counter topsare not marred.
It can be sanitized and stored in adry place.

Pot Holder or oven mitt - Keegpsthe cook's hands safe from hot potsand pans.
CasseroleDish - Glassor ceramic baking contai ner, often withamatching lid
Pizza Pan - Specialty pan used for baking larger round dough creations.

Skewer or Kebab Stick - Long cooking rods used for impaling meats, veg and
fruits

Funnel - Deviceuseful for pouring aliquid into anarrow opening etc.
Juicer - Devicefor easy extraction of juicefromcitrus

L adle- Large deep spoon used to serve soups, stews, punch and sauce

Pastry Cloth - Cotton woven cloth used when rolling out pastry asit isused under
the dough and rubbed with flour to prevent sticking. It can beused to helpmoveor

roll dough.
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Piping Bag-Cloth or plastic container for whipped cream, meringue, frosting or
other soft ingredientsthat enablesthe cook to gently squeezetheingredientsthrough
atip and control therate of flow plusthe position of the food when garnishing,
decroating cakesand pastriesand filling containers.

3.2.14 Cooperation of Kitchen with other Departments
Cooperation with front office

o Front officewill communicatearrival and departurelist whichwill helptofore-
cast about the quantitiesto cook.

0 Withtheassociation assstance of front office kitchen people promotesd esby
explainingtheguest asto what isavailableand whereitisavailable.

o Frontofficegivesthelist of V.I.P. arrivalsin order to increasethe reputation of
the establishment.

Cooperation with house-keeping

Itismainly for the supply of lineni.e. Aprons, kitchen towels, dustersetc and to
keep thekitchen clean.

Cooperation with F & B service

There should beacloseliaison b/w F & B serviceand the kitchen staff because
F & B personnel areinvolved inthe selling of the products made by the kitchen
department. It istheduty of the F & B personnel to givetheintimation about the
variouspartiesto behosted infutureand inturn it isthe duty of thekitchen peopleto
providefood at right timein hygienecondition. Also F& B personnd must beaware
astohow muchtimedoesadishrequireto get ready becausethey arethe oneswho
aredirectly associated with the guests.

Cooperation with maintenance

Maintenancewill keep the equipment in working condition. Further thisdepartment
maintainsal theeectricd fittings. Also they introduce aswell instruct about the use
of new equipment.

Cooperation with store / purchase
Thisdepartment will providedl the raw materia sasrequired by the chef. The chef
must indent intimetoinsurethat the purchase personne get sufficient timeto procure

theraw materials. The chef also gives purchase specification fromtimeto time
depending upon thereci perequirement.
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Cooperation with management: Department must cooperate with the management
and should providethethingsresultswhich the management want to havei.e.,, asper
the menu requirements. Further the department shoul d in-cooperatethe new changes,
which themanagement suggests so agood cooperation b/w thekitchen staff and the
management should be promoted.

3.2.15 Terms used in Hospitality industry

Back of thehouse: theareaof the hotel not accessibleto the public. Thisincludes
accounting, kitchens, personne , housekeeping and engineering.

Check in: system of registration upon arrival at hotel. Also ‘check-in time' the
designated hour inwhich hotelsreceive guestsinto aroom.

Check-out: system of payment upon departurefrom hotel. Also thedesignated hour
inwhich hotelsexpect gueststo vacatetheir rooms.

Concierge(USA): astaff member who providesass stancefor guest suchashelpin
obtai ning theatretickets, renting acar, arranging sightseeing, sending flowers, etc(in
some countrieshall porter)

Property: another word for hotel or accommodeation facility.

Rook block: agroup of rooms or meeting space usually reserved through travel
agentsor wholesaers. Theseareheld with adeposit.

Shuttle-service: transport provided free of charge - oftento theairport.

Turndown: provided freeof chargeat somehotels. Thisserviceincludesremoving
thebed spread, turning down the bedlines, fluffing the pillows, drawing the curtains
and often supplying achocolate or other sweet dessert items.

Walking: sending aguest to another property whenthehotel isfully occupied.
Detailing of Practicals

e Preparation of organizationa charts

*  Picturealbumsof different kindsof hotelsand resorts

* FddvigtstoHotels/resorts

e  Tablesettinginahotd restaurant

Computer

Coral Draw

Cora draw isdesigned to provide students with essential graphics and visua
communication skills, that they can useto enhance almost every aspect of their

school worksand later apply tother carriers.



Reference Book |}

Getting to know the work space and fonts

Familiarize themselveswith the basics of coral draw such ascreating and saving
documents, using fonts, resizing, rotating and moving documents.

Usage of tool box, using colour

Toidentify toolsin tool box and use several common toolsto create ahalf page
card. Colour usage and discover several waysto apply colour to an object and
outline

Drawing and editing objects/Creating a visiting card

Familiarize the basics of using vector graphicsnode editing for graphicsand text
whilecreating avisiting or businesscard. Intheprocesswork with multipagelayouts
and theprint view dia ogue and import and edit clipart.

»  Drawinglines, shapes, inserting pictures, objects, tablesand tinplates.
* Cregtionof Visitingcardsand Id cards.

*  Creation of outlinemap of (IndialK erda) using cora draw
Assessment activities

*  Assngmentson departments

*  Fow chart of thehierarchy of the departments

*  Preparation of glossary of terms

*  Creating pictureabum on varioustypesof hotel S/resorts/departments.
»  Tablesetting usingthegiven practica equipments

* Roleplay onthefront office procedures

TE questions

Explaintheroleof hospitaity intourismindustry.

What arethevariousdepartmentsinahotel and draw aflow chart?
List out thefunctionsof front office.

Draw achart representing the lay out of house keeping department.
What arethe service outlets of F& B department?

Prepare atable on different types of equipments used in akitchen with ex-
amples.

o g s~ w D P
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Unit - 3
EVENT MANAGEMENT

Introduction

Thisunitwill giveanideaabout eventsand event management. It will enablethe
learners to know about the characteristics, Five C's of event management
(Conceptudization, Costing, Canvassing, Customi zation, Carrying out) , categories
of eventsand key elements. Thismodule givesan ideaabout the major tourism
eventsintheworld and India-I TB Berlin,Arabian Travel mart WTM ,KTM- ICPB
and ICCA.

Learning outcomes
Thelearner:

*  Understandstheevent.

*  Understandsthe concept of event management.

e ldentifiesthekey elementsof events.

e Identifiesthe C'sof event management.

e Identifiescategoriesof events.

*  Understandsthe processof event management.

e Familiarissswithmgor travel eventsaround theworld.
e Ligtsthemgor tourism eventsintheworld
Detailing of Concepts

3.3.1 Event

Aneventisalive multimediapackage carried out with apreconceived concept,
customized or modified to achievetheclientsobjectives or reaching out and suitably
influencing the sharply defined, specially gathered target audience by providing a
completesensua experience and an avenuefor two way interaction.

3.3.2 Event Management

Management of aneventindudesdl activitiesinvolvedin planning ,organizing, Saffing,
leading and eval uation of an event. All operational tasksfor an event such asthe
groundwork,viz.venuesd ection and Sagedesign,arranging theinfrastructurd facilties
required, lais onwith artists/perfromersand networkingwith other activitiessuch as
advertising, PR, ticket saes, etc., fal under the concept of event management.

Itisadifferent way of promoting aproduct, serviceor idea. If an eventismanaged
effectively and efficiently,it canbeused asa very powerful promotional tool to

launch or market aproduct or service.
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3.3.3 Characteristic of Event Management:

1.

Creative Process. -Event Management isacrestive process. The event man-
agement team must be creative or dynamic. It must come up with new ideasto
manage and ded with theevent. Creativeideaswill enablethe successof the
event.

ObjectiveOriented: - Event Management focuseson objectives. Every event
has certain goal sor objectivesto be achieved. Therefore, al theactivitieswill
be directed to achieve the obj ectives. Unwanted activitiesor unnecessary for-
malitiesmay be done away with.

Requireseffective L eader ship: - Event Management requireseffectivelead-
ership onthe part of event managers. The Event Managershaveto influence
and motivatetheemployeesin order to undertake the event successfully. There-
fore, thereisaneed to have effective leadership skillson the part of Event
M anagersto managethe event successfully.

Requir eseffective Promotion: - Event Management requires effective pro-
motion. Theevent promotioninvolves:

Publicity of theevent.
Advertising of theevent.
Maintaining good publicrelations

Planning and Control: -The event management team hasto plan and control
theactivitiesrdatingto theevent, the planning and controlling activitiesinvolve:

Deveoping amission statement for the event.

Establishing the objectivesof theevent.

Preparation of event proposal.

Evaluating the performanceof the event.

Taking corrective measuresfor thefuture event

Dealswith different event:

M ega-events such as Olympics or World-Cup Footbal.
Local eventssuch asCarnival in Goaor Boat-racein Keraa
Organisationa events such aslaunch of anew product, etc.

RequiresProfessionalism: -To manage an event successfully, thereisaneed
for professiondism onthe part of event management. Professonadisminvolves:
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Systematic planning and control of activities

Proper training of manpower

Proper compensation to the empl oyees.
3.3.4 Five Cs of Event Management

Theactivitiesrequired for marketing and managing eventsrequire certain stepsto
befollowed that can be called five C's of events.

*  Conceptudization of thecreetiveideaand ambience

*  Cogtinginvolvescdculation of the cost of production and safety margins

*  Canvassingfor sponsors, customersand networking components

»  Customization of the event according to brand personality, budgets, etc.

»  Carrying- out involvesexecution of theeventsaccording to thefina concepts.
3.3.5 Categories of events

*  Compstitiveevents, artistic expressions[music concerts, dance programmes],
culturd celebrations, exhibitions, tradeshows, charitableevents, product launch.
conferences, seminars, award ceremonies, family events[wedding, anniversa-
ries, birthdays).

An International conference

3.3.6 Process of event management
1. Brandbuilding/ imagebuilding
2. Smoothexecution:

Event management firmsengagein smooth execution of ideasasplanned. They
have personnd with awiderange of experiencewhich they bringin ontothe
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scenario to ensurethat only the best bedelivered. Itisamulti-faced profession
and often demands specialiststhat cater to different aspects.

2. Savetime, money& effort

By outsourcing event management to companieswho deal with them, acom-
pany/individua savestime, money and effort.

3. Inflow of creativeidess:

Event organizerscome up with new and excitingideasfor holding events. De-
pending on the requirements of the clients, event managers can do alot of
thingswithany eventtobringit aive.

4. Ingtant feedback

Beingalivemedia, it ispossibleto fed and deducethereactionsof theaudi-
encetotheaim or objectivethat the event was conceived for.

A hall for conducting an event
3.3.7 Key elements of events

No event can be successfully completed without interaction and inputsfrom the six
key dementsof events, viz., event infrastructure, target audience, clients, event or-
ganizers, venueand themedia

1. Event Infrastructure

Asthenameindicates, event infrastructureincludesthose essentia dementswithout
which there cannot be any event. These essential e ementsare core concept, core
people, coreta ent, and core structure. The nature of thisinfrastructure varieswith
theevent categoriesand variationsin events.
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Core Concept: Core concept isaterm that can be used to define the fundamental
underlying ethosand evol ution of the various major categories of events. That is,
what differentiates and demarcates the boundaries between the various categories
amongst themsdlves.

Core People: These arethe peoplewho are performing, acting or participatingin
the process of influencing the audience to create adesired impact interms of a
favourableposition for theclients brand inthe audiencesmind.

The audience comesto experience the expertise, charismaor knowledge of such
corepeopleand to have an opportunity to interact with them. The persondity of the
core peoplebe ng used in an event should match the brand personality

Core Taent: With every event category, the core people arerequired to have a
specific expertise, reputation, or knowledge. It isthe coretal ent that attractsand
influencestheaudience.

Core Structure: The presence of aformal or informal organization to managethe
event category asawholeisimportant to makeit lucrativefrom its marketing point
of view.

Depending uponthe degreeto whichtheevent category isstructured therequirements
of management and marketing of eventsmay vary.

2. Target Audience

Target audienceisthe customer groupswho form thefocus of events. The actud
event design varieswith the demographic profileof thetarget audienceaswell asthe
number of targeted audience.

3. Clients

Clients are the people or organizations who act as sponsors at any event. They
sponsor the events because they use events as a more effective marketing
communication tool to createfor themselvesadesired position in theminds of the
target audience.

4. Event organisers

Event organising isabusiness proposition asany other. Event organiserscould bea
division of an advertising agency/mediahouse or aprofessional event organising
company or ateam of peoplewithin the organisation given the responsibility for
carrying out theevent.

5. Venue
A venueisthesiteat adesired location with the required audience capacity and

availablefor aspecific time period where the event concept shall be carried out.
Venuesareusudly created not for core conceptsbut actually for aspecific variation

of acore concept.
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6. Media

Any venueover which neither theclient nor the professiona event organisershave
any ownership rights. These are open for the general public and anyone can rent
these venuesfor organising events. Usualy, hotelshave halsand rooms specificaly
meant for specific occasionsand eventsthat can be utilized either by corporates,
individuds, families, etc. Stadiumsare agood exampl e of thistypeof venue.

3.3.8 Mice

Meetings, incentives, conferences, and exhibitions, or Meetings, Incentives,
Conferences, and Events (MICE) isatypeof tourisminwhich largegroups, usualy
planned well in advance, are brought together for aparticular purpose. Recently,
therehasbeen anindustry trend towardsusing the term 'meetingsindustry’ to avoid
confusion from theacronym. Other industry educators are recommending the use of
"eventsindustry” to be an umbrd latermfor the vast scope of the meeting and events
profession.Most components of MICE are well understood, perhaps with the
exception of incentives. Incentivetourismisusualy undertaken asatype of employee
reward by acompany or ingtitution for targets met or exceeded, or ajobwell done.
Unlikethe other types of MICE tourism, incentive tourismisusually conducted
purely for entertainment, rather than professiona or education purposes..MICE events
areusually centered on athemeor topic and areaimed a aprofessional, academic
or trade organization or other specia interest group.

3.3.9 ICCA

TheInternational Congressand Convention Association (ICCA) wasfounded in
1963 by agroup of travel agentsto exchangeinformation oninternational congresses
and conventions.

Headquartered in Amsterdam, the Netherlands, the ICCA is a nonprofit trade
organisation whose primary purposeisto bethegloba community for the meetings
industry, enabling itsmembersto generate and maintain significant competitive
advantage.It hasamost 1,000 membersin over 90 different countries. Themembers
aredivided by thetype of thecompany into different sectorswhichinclude: destination
marketing, meetings management, meetings support, trangport, venuesand honorary
members. Themember companiesand organi sationssituated inthe same geographica
areaaredivided into chapters. Thedivided chaptersinclude: African, AsaPacific,
Centrd European, France-Benel_ux, Iberian, LatinAmerican, Mediterranean, Middle
Eadt, North American, Scandinavian and UK/Irdland Chapter. Thepurposeof dividing
the membersinto sectors and chaptersis to enable networking between those
memberswhich have certain aspectsin common in order to enhancetheir business
activitiesintheindustry. The ICCA isamember of thefollowing globd organisations.
Convention Industry Council (CIC), Joint M eetingsIndustry Council (IM1C), World
Tourism Organization (UNWTO) and theUnion of Internationa Associations(UIA).
The association now hasan internationa network of supplierswhichisin servicefor
theinternationa meetingsindustry.
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3.3.10 ICPB

IndiaConvention Promotion Bureau (ICPB) isamanagement oriented organization
that has been promoting and establishing Indiaas apreferred MICE (Meetings,
Incentives, Conventionsand Exhibitions) destination. It drawsitsmembershipfrom
the length and breadth of the hospitality industry as well as other private and
government organizationsinvolved directly andindirectly in MICE tourism.

Under thedirection of ministry of tourism, government of India, ICPB has been
providing freeinformation andinfrastructural assitanceto itsmembersinorganizing
and hogting many successful internationd conferencesand conventions, and bringing
MICE businessfrom around theworld to the country.

3.3.11 Major travel fairs around the world (KTM, ATM, WTM,
ITB)

Kerala Travel Mart (KTM), Kochi

KerdaTravd Mart (KTM) isatradefair for thepromotion of tourismin Keralaand
isheldinKochi. Exhibitorsare ownersand operators of hotels, resorts, houseboats,
Ayurvedacenters, speciaty hospitals, aswell ashost familiesand tour operators.
Visitorsalso comefrom theregion, Indiaand around theworld. Thisexhibitionis
communication and information platform in theindustry and offersthe exhibiting
companiesthe opportunity to present themsel vesto aprofessiona audience. The
vigtor canlearnin depth and comprehensive about thelatest devel opments, trends,
servicesand productsfrom different aress.

The Kerdla Travel Mart (KTM) will take place on 4 days from Tuesday, 27.
September to Friday, 30. September 2016 in Kochi.

Arabian Travel Mart (ATM), Dubai

ATM isatravel andtourism event, organized annually in Dubai to provideaplatform
for inbound and outbound tourism professionalsin the Middle East and gives
information on tourism destinations, accommaodati on options, tourism attractions
and aviaionindustry inthe Middle East and around theworld. Theeventisorganized
by Reed Exhibitions. Theevent, inaugurated in 1995 and hosted at Dubai Internationa
Convention and Exhibition Centre, isaimed at industry and government decision-
makers and provides industry news, products and educational content. 2,700
exhibitorsfrom 83 countries, 68 nationa pavilionsand about 21,000 tradevisitors
from 157 countries participated in the 2014 event. It covered about 25,000 sg.
metresof exhibition spaceand iswidely regarded asthelargest internationd tourism
and hospitaity event in theregion. Theevent hasbeen noticed by globa companies
like Google, M dvenpick, both sponsorsof the 2013 edition of theevent, Emirates,
LazioandAlitdia. It hasa sofeatured on theWorld Tourism Organization UNWTO
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World Travel Mart (WTM), London
Thegloba meeting placefor thetravel trade

World Trave Mart (WTM) istheleading globa event for thetravel industry to meet
industry professiona sand conduct businessdeals. Through itsindustry networks,
unrivalled globa reach, WTM createspersond and bus nessopportunities, providing
customerswith quaity contacts, content and communitiesWorld Travel Mart (\WTM)
isaUK event for theglobal travel industry, launched at London's Olympiain 1980
beforemovingto Earl'sCourt in 1992 and then to ExCel. Londonin 2002. Almost
46,000 senior travel industry professiondss, government ministersand representatives
of international media, convergeon ExCel. London each year in November to attend
WTM.World Trave Martisadministerd by eventsorgani ser Reed Exhibitions, which
also organisesother travel industry eventsincluding Arabian Travel Market and
International Luxury Travel Market

International Tourism Borse, Berlin

ThelTB Berlin(Internationae Tourismus-Borse Berlin) istheworl d'slargest tourism
tradefair. The companiesrepresented at thefair include hotel's, tourist boards, tour
operators, system providers, airlinesand car rental companies. Thethematically
ordered market ssgmentshed p vistorsand exhibitorsto quickly find their way through
thewideproduct range of ITB Berlin: Book World, BusinessTravel Days, Cruises,
Cultural Tourism, Economy Accommodation, eTravel World, Adventure &
RespongbleTourism, Gay & LeshianTravel, ITB MobileTravel Services, Training
and Employment (CareerCenter), Travel Technology, Trends& Events, Wellness,
Youth Travel.

In 2012, about 7,000 journalists attended the ITB Berlin, of whom about 1,500
camefrom abroad. In addition to theindustry's|eading trade magazines, business
andtrave journdistsfrom 94 countriesreport onthelatest travel trendsand products.
11,000 exhibitorsfrom 180 countrieswelcomed 170,000 visitors, among these
113,000 weretradevisitors. Thel TB Berlin takes place annually in March at the
MesseBerlin.

Detailing of Practicals

*  Organizean event in connection with World and National Tourism Day cel-
ebration at school

Prepare asample event budgeting/ expenditurein excel format
Prepareachart and PPT of C's of eventsand categories of events

Prepare apictureabum of Mgor tourismeventsintheworld

Vidttoany mgor event likeKTM/TTF/Exhibition/Fairsetc

L ogo Cresation on any aspect of tourism ( e.g. organizations, airlines, car rent-
asusingcora draw).

Assessment Activities

*  Organizeanevent or exhibitionin connectionwithworld/nationd tourism day
celeberation
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e Prepareachart and PPTsof C'sof eventsand categories of events
e Prepareapictureabum of mgor tourism eventsintheworld
* Vigttoany mgor eventslikeKTM/TTHExhibitionsfarsetc

TE Questions

1. Whatisanevent? Mentionthe different catagoriesof event?

2.  MentiontheC'sof event?

3. Explanthecharacteristicsof events.

Extended Activities

1. Createanitineraryinthefollowing modd for 2 nights'3 daysfor asouth Indian
sector with aproper route map

( Date/day | Time| Sector Tour programme )
01 Arrivd at international airport and
transfer tg
02
\ 03 J
2. Completethefollowing chart of departmentsinahotel industry
( Category of departments Nameof departments )

1. Primary Depatments 1

2.

3.

2. Supporting Departments 1

2.

3.

4.

3. Completethepicturewiththe C'sof event management

c'sof
Event Management
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List of Practicals
Congtruct tour itineraries
Congtruct tour costing
Prepare chart of foreign language phrases
Roleplaysusing basic phrasesinforeign languages.
Field viststo museums, heritagesites.
Usageof basictoolsand edge refinement, isolate and edit partsof animage
Manipulate layersthrough positioning, scaling, rotation and adjustments
Prepareimagesfor web and printout with appropriate sizing and resol ution

Apply painted masks, selection based masks, and blend modesto createim-
ageeffect.

Prepare atour brochure

Preparation of organizationa charts

Picturea bumsof different kinds of hotelsand resorts

Fieldviststo hotel /resorts

Tablesetting inahotel restaurant

Introduction to Coral draw

Drawing lines, shapes, inserting pictures, objects, tablesand tinplates.
Creation of visiting cardsand Id cards.

Creation of outlinemap of (India/lK erala) using cora draw

Organize an event in connection with World and Nationa Tourism Day cel-
ebration at school

Prepare asample event budgeting/ expenditurein excel format
Prepareachart and PPT of C's of eventsand categories of events
Prepare apicturea bum of Mgjor tourism eventsintheworld
Vidttoany mgor event likeKTM/TTF/Exhibition/Fairsetc

L ogo Creation on any aspect of tourism( e.g. organizations, airlines, car rent-
as)
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Overview of Module 4
Online Travel Services and Computer Reservation System

Thismodulegivesanintroductionto air travel. The studentslearn about Air Travel
Organizations-ICAO,IATA -UFTAA-PATA,ASTA [familiarization level]-
Internationa ConventionsWarsaw,Chicago, Freedomsof Air, They get an awareness
about Airport Facilities-Check-in Formalities-Class of service-Inflight services-
World Time Zoneand Flying Time Cd cul ation. Themodul e creates an awareness
about anatomy of ajourney, Typesof Journey, familiarization of (Manual)Fare
caculation (Oneway- Mileage principleHIPBHC,ec),

Thismodulegivesthelearnersanideaabout GDS/CRS- mgor GDS-advantages
of GDS, Encoding and De coding of major citiesand Airportsaround the World,
Encoding and Decoding of Airlines ,currencies,capitals and countries ,Airline
timetables and schedules. Thismoduleimpartsthelearnersto creaste PNR in GDS
(AMADEUS/GALILEO). Also thisunit enablesthe student to know about SSR
and OSI Codes. They aso get anideaabout Billing and Settlement Plan[BSP)

Thismoduleisintended to Introduce students to Tourism Marketing,
Tourism Productsand characteristics. It d so givesanideaabout
Marketing Mix, 7 P'sof Marketing and Market segmentation. Thisalso
enablesthe studentsto know about recent Trendsin Tourism, influence of
Socid mediaintourism, travel Blogs, onlinetravel websites, IRCTC-
yatra.com, holidaylQ ,tripadvisor, makemytrip,
Cleartrip, etc, Travel & Tourism apps.

Unit - 1

AIR TRAVEL AND AIRPORT MANAGEMENT

Introduction

Thisunit coversthetopicssuchasAir travel organi zations, international conventions,
requirementsof travel agency to get IATA approval, freedomsof Air,TCAress,
capitals, cities, flight codes, Airport Procedures, world time zones, flying time
cdculations, journey, familiarization of fareca culation, mileageprinciple, and billing
and settlement plan.

Learning outcomes

Thelearner:

e Understandstheimportanceof air travel.
*  Familiarisesabout IATA & ICAO.

&
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* Identifiestheimportance of UFTAA,PATA ASTA.

» Liststherequirementsof atravel agency to get IATA approva

*  Explainsinternational Conventions (Warsaw,Chicago)

*  Understandsthe concept of Freedomsof Air

*  Familiarises withAirport Management, inflightservices,check informalities
* IdentifiestheWorld TimeZones, develop skillsin Flying TimeCalculaion
* Identifiestheanatomy of ajourney

» LigtstheTypeof Journey- typeof flight

*  Devdopstheskill for Manud Farecalculation [familiarizationlevd]
Detailing of the concepts

4.1.1 Air travel Organisations

International Civil Aviation Organisation (ICAO)

Thelnternationa Civil Aviation Organization (ICAQ] isaspecidized agency of the
United Nations. It codifiesthe principlesand techniquesof internationd air navigation
and fostersthe planning and devel opment of international air transport to ensure
safeand orderly growth. Itsheadquartersislocated in the Quartier International of
Montreal, Canada

Fifty-two countriess gned the Convention on Internationd Civil Aviaion, dsoknown
asthe Chicago Convention, in Chicago, lllinois, on 7 December 1944. In October
1947, ICA O becamean agency of the United Nationslinked to the United Nations
Economicand Socid Council (ECOSOC).

Objectives
1. Strengthening Civil Aviaion Inditutions
Adminigtrativeorganization and establishment of Civil AviaionAuthority
Civil aviation regulatory framework
Economicandfinancid studies
Support for theimplementation of ICAO standards
Development of civil aviation/airport master plans
2. Technology Transfer and Human Resources Devel opment
International Air Transport Assosiation (IATA)

TheInternational Air Transport Association (IATA] isatrade association of the
world's airlines. Consisting of around 260 airlines, primarily major carriers,

&
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representing 117 countries, the IATA's member airlines account for carrying
approximatdy 83% of total Available Seat Kilometersair traffic.[2] |ATA supports
arlineactivity and hd psformulaeindustry policy and standards. IATA wasfounded
inHavana, Cuba, inApril 1945. Itistheprimevehicle

for inter-airlinecooperationin promotingthestandards, "E l‘."
practicesand proceduresdevel oped within IATA. g‘,’;’g

Today it hassome 260 membersfrom 117 nationsin

every part of theglobe. Itsheadquartersisin Montred, ’ A TA

Canada with Executive Offices in Geneva and IATA lodo
Switzerland, g

Asper theArticlesof Association of IATA, themain objectivesare:

I.  Topromote safe, regular and economical air transport for the benefit of the
people of theworld, to foster air commerce and, to study the problems con-
nected therewith;

ii. Toprovidemeansfor collaboration among the air transport enterprises en-
gaged directly or indirectly ininternationa air transport services;

ii. Tocooperatewiththelnternational Civil Aviation Organization and other inter-
nationa organizations;

iv. To provideacommon platform for travel agencies/tour operators

v.  Topromoteand devel op internationa tourism.

Universal Federation of Travel Agents Association (UFTAA)

TheUniversal Federation of Travel AgentsAssociation (UFTAA) isafederation of
nationa associations of travel agents and tour operators and isthelargest world
body representing thetravel industry. It wasfounded in Romein November 1966.
Itsheadquartersisin Monaco.

TheUniversal Federation of Travel AgentsA ssociation represents 114 national
associationsand additiond affiliatemembersinatota of 121 countries. UFTAA has
consultative status with the UN/NGO/ECOSOC, and works closely with other
world bodies such as UNESCO, WHO for a sustainable development and
respong bletourism.

Themain objectiveistoimprovethe professiona statusand business standards of
travel agents.

&>
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American Society of Travel Agents (ASTA)

American Society of Travel Agents (ASTA) wasestablishedin New York in 1991.
The membership of ASTA consists of travel agents, carriers, hotels, etc. It hasnow
over 16000 membersworld-wide.

Theprincipad amof ASTA isthepromotion of travvel agency set-up and safeguarding
of thetravellersagaingt fraud.

Pacific Area Travel Association (PATA)

PecificAreaTravel Associattion wasfounded intheyear 1951. Itisan organisation
whichfacilitatestravel through and withinthe Pacific Areaand South East Asian
regionincludingIndia

The association was started with the main objective of stimulating interestinthe
Pecificregion andto promotetravel to al important pacific destinations.

Being a PATA member, certain advantages are given like marketing, training
programmes and devel opmentof services. PATA publication 'Pacific Travel News
isanauthentic periodica which containsdl rdevant information.

Travel Agents Association of India (TAAI)

Travel Agents Associattion of Indiawas established intheyear 1952. By theend of
nineteenfifties TAAI had membersinamost al partsof the country. Today TAAI
has over 1000 members and many of them have been approved by the department
of tourism. Theregisered officeof TAAl islocated in Mumbai. Theregiond offices
of TAAl arelocated in Delhi, Kolkatta, and Chennai.

Themain objective of TAALI is to protect theinterests of itsmembersandto help
themtoimprovetheir performance.

Theannual convention of theAssociation provides and excel lent opportunity toits
membersto have close contact with anumber of reputed travel agentsand with
severd representativesfromthetrave trade, both government and non-government.
TAAI hasamonthly magazinecalled Travel News.

4.1.2 International conventions on Civil Aviation
The Chicago convention

It regulatesinternationd air transgport. It was concluded at aninternational meetingin
Chicagoin 1941.

The Chicago convention governsrel aions between sateson awiderange of subjects,
both technical and commercid. Theinternationa civil Aviation Organization[ICAQ]
whose headquartersisin Montreal wasfounded inthisconvention.
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The Chicago convention draws distinction between schedul ed and non scheduled
sarvices. Schdeuled internationd servicesmay be operated by theagreement between
two countries concerned. Numerous agreements of thiskind known asBilatera
agreements have been entered into between two states. These aretheinstruments
which authori ze schedul ed services and definetheright of theairlinewhich operate
such services.

Warsaw Convention

Theliability of theAirlinesfor death or injury to passengers and for loss ,damge or
delay to baggage and cargo is governed in most international carriage by an
intergovernmental agreement called Warsaw convention. Thiswas concludedin
1929. The broad principle setforth in the Warsaw conventionisthat thecarrier is
liableto the passenger,unlessit can provethat it hastaken al necessary measuresto
avoid damage.

The Montreal Convention

TheMontred Convention (1999), titled the Convention for the Unification of Certain
Rulesfor Internationa Carriage by Air amended theWarsaw System. It re-established
uniformity and predictability of therulesrelating to theinternational carriage of
passengers, luggageand cargo. It provides, among other things, for:

Unlimited liability intheevent of death or injury of passengers

Advanced paymentsto meet immediate needs

Thepossibility of bringing alaw suit beforethe courtsin the passenger'sprincipal
place of residence

Increased liability limitsinthe event of delay

Theobligationfor ar carriersto maintain adequateinsurance

Under theMontreal Conventiontheliability limitsare set in Specid Drawing Rights
(SDR) whichareamix of currency val uesestablished by theInternational M onetary
Fund (IMF).

4.1.3 Freedoms of Air

Thefreedomsof Air areinternational commercial aviation agreements| traffic
rights]that grantsacountry'sairlinetheprivilegeto enter and land in another country's
alrspace.

They wereformulated in Chicago convention held in 1944.There are generally

considered to be9 freedomsof air.
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ICAO characterizesall "freedoms’ beyond theFifth as"so-called" becauseonly the
first five"freedoms' havebeen officialy recognized as such by international treety.

1% Freedom - theright of anAirline of country to fly over aforeign country without
landing

Eg:-Air Canada[ AC] carrying PassengersfromY TOto MEX , overflyingtheUS.
29 Freedom -  therighttorefue or carry out maintenancein aforeign country
without embarking or disembarking passengersor cargo

Eg: Ddta[DL] carriespassenger from - LAX toGUA , enroutelandingat MEX
forrefuding.

3 Freedom - therighttofly fromAirlinesHomecountry toanother Foreign
country.

Eg: Air India[Al] carries Passenger and cargofrom TRV to DXB

4"Freedom- the

H Freedoms Air Tran: ji
ri ght to ﬂy from another reedoms of Air rm-np:;{éamm
country toAirlinesHome

- 5 /J\
Country Ist Freedom (;JT_D o @

Eg:Srilankan Airlines _ ‘
. Air Canada [ AC] carrying Passengers from YTO to MEX , overflying the US.
carries passengers and

cargofromTRV toCMB L agL N
2nd Freedom 'w QJA/

5hFreedom - the

ri ght tO ﬂy between tWO Delta [DL] carries passenger from LAX to GUA , en route landing at MEX for refueling
f(?rel gn .cou.ntrles ona T Al
fli ght orginatingor endi N 5 Freedom * ( pxs
inone'sown country s ,
Air India [AI] carries Passengers and cargo from TRV to DXB
Eg: QR carries LS
passengersfrom DOH to

: CMB
dth Freedom )
BKK and then pick up \\/
Srilankan Airlines carries passengers and cargo from TRV to CMB
and carry passengers

from BKK to KUL @'LQR J:j_‘_g}—/l/\
Sth Freedom BKK KUL
The freedoms are "

Illusraajlntmfollwn,g QR carries passengers from DOH to BKK and then pick up and carry passengers from BKK to KUL
figure
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4.1.4 Major continents of the world

Themajor land masses of theworld are known as continents.
The seven continenetstypically described by the geographersare:
Europe

Asa

Africa

NorthAmerica

SouthAmerica

Audrdia

Antartica

Sub continentsinclude Central America, Austral Asaand the pacificidandsand the
middieeadt.

71% of the earth surfaceiscovered by water. Water al so offersavariety of adventure
travel opportunity including, rafting, canoeing, skiing etc.

N o ok~ 0 DN PE

Major oceansare
1. PecificOcean
2. AtlanticOcean
3. Indian Ocean

4. ArticOcean
4.1.5 TC areas
-
}f! . "/,' % |
7N TR
.\.-. -/_..-:J:I-'.J' .- 0 /,
N g
4 A :
(54
1 2

TCH TC2 TC3
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IATA Areasof theworld
Traffic ConferenceAreal (TC1)

Initsentirely, Areal1 or TC1iscomposed of thewestern hemispherebut hasseveral
classifications of the sub areasfor fare construction purposes, two of which are
listed bel ow.

Thefird classficationdivides TCLlintothefollowing sub areas
1. NorthAmerica
Canada(CA)
USA(US)
Mexico (MX)
St.Pierre& Miquelon (PM)
2. Centrd America
Belize(B2) Guatemda(GT)
CostaRica(CR) Honduras (HN)
EL Salvador (SV) Nicaragua(NI)
3. CarribeanArea
Bahamas(BS) Guyana(GY)
Bermuda(BM) French Guiana(GF)
Carribean|dands Suriname(SR)
4. SouthAmerica

For travelling wholly within South American sub areathefollowing countries
shall also be considered as part of SouthAmerica

Argentina(AR) Panama(PA)
Balivia(BO) Paraguay(PY)
Brezil (BZ) Peru (PE)
Chile(CL) Uruguay (UY)
Colombia(CO) Venezuda(VE)
Ecuador (EC)
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The second classification of TC1 sub areasincludethefollowing

NorthAtlantic sub areacovers Canada, Greenland (GL) Mexico, andthe USA
whichincludesAlaskaHawaii, Puerto Ricoand USVirgin Idands

MidAtlantic SubAreaincludesonly Argentina, Brazil, Chile, Paraguay and

1

Uruguay

South Atlantic sub areaincludesonly Argentina, Brazil, Chile, Paraguay and

Uruguay

Area2isdivided into only threemain sub areas

Traffic conferencearea2 (TC2)
1.

Europe
Albania(AL)
Andorra(AD)
Armenia(AM)
Austria(AT)
Azerbajan(AZ)
Bdaus(BY)
Bdgium(BE)
BonsaHerzegovina(BA)
Bulgaria(BG)
Croatia(HR)
Czech Republic (C2)
Denmark (DK)
Egtonia(EE)
Faroelslands (FO)
Finland (F1)
France (FR)
Georgia(GE)
Germany (DE)
Gibraltor (GI)
Greece(GR)
Hungary (HU)
lcdland (1S)

Algeria(D2)
Lithuania(LT)
Luxembourg (LU)
Macedonia(MK)
Mata(MT)
MaldovaRep of (MD)
Monaco (MC)
Morocco (MA)
Montenegro
Netherlands (NL)
Norway (NO)

Poland (PL)

Portugal (PT) includingAzoresand Madeira
Romania(RO)
Russiain Europe (RU)
Sanmarino (SM)
Serbia(CS)
Slovakia(SK)
Slovenia(9)
Spainincluding Baearicand Canary idands(ES)
Sweden (SE)
Switzerland (CH)
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Ireland, Rep of (IE) Tunisa(TN)

Itay (IT) Turkey (TR)
Latvia(LV) Ukraine(UA)
Liechtenstien(LI) United kingdom (GB)

Within Europeyou will aso find other commonly used sub groupssuch as
*  EuropeanAviationArea(ECAA) andrelated states ( 37)
*  European Economic Monetary Union (EMU) (17)
*  Scandinavia Denmark, Norway and Sweden
2. Africa
Africaissubdivided into regionssuch as

»  Centrd Africacomposed of Maawi (MW), Zambia(ZM) and Zimbabwe
(ZW)

» EasternAfricaiscomposed of Burundi (BI), Djibouti (DJ),Eritrea(ER),
Ethiopia (ET) , Kenya (KE), Rwanda (RW), Somalia (SO), Tanzania
(TZ),and Uganda(UG)

» Southern Africa is composed of Botswana (BW), Lesotho (LS),
Mozambique (MZ), southAfrica(ZA), Namibia(NA) and Swaziland (S2)

» Libyaor LibyanArab Jamahiriya(LY)

* Indian Oceanidandsconsists of the Comoros (KM), Madagascar(MG),
Mauritius(MU), Mayotte (Y T), Reunion (RE) and Seychelles(SC)

*  WesternAfricaconsistsof Angola(AO), Benin(BJ), BurkinaFaso (BF),
Cameroon (CM), CapeVerde (CV), Central African Republic (CF), Chad
(TD), Congo (CG), Coted' Ivoire(Cl), Democratic Republic of Congo
(CD), Equotorid Guinea(GQ), Gabon (GA), Gamibia(GM), Ghana(GH),
GuineaBissau (GW), Liberia(LR), Mai (ML), Mauritiana(MR), Niger
(NE), Nigeria(NG), Principeand Sao Tome (ST), Senegal (SN), Sierra
Leone(SL), and Togo (TG)

3.MiddleEast
Bahran(BH) Lebanon (LB)
Egypt (EG) Oman, Sultanate of (OM)
Iran (IR) Qatar (QA)
Iragq (1Q) SaudiArabia(SA)
Isradl (IL) Sudan (SD)
Jordan (JO) UnitedArab Emirates (AE)
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Kuwait (KW) SyrianArab Republic (SY)

Yemen, Republicof (YE)

Traffic conference Area 3 (TC3)

Area3iscomposed of thewhole of Asiaand the adjacent i ands except the part
already included inArea 2, the East Indies, Australia, Newzealand and the
neighboringidandsin the Pacific Ocean except thosein TC1

1. SouthEastAsaSubArea(SEA)
Brunel Darussalam (BN)
Cambodia(KH)

ChinaExcludingHong Kong SAR
and macau SAR (CN)

Marshd Idands(MH)
Micronesia(FM)
Mongolia(MN)
Myanmar (MM)

ChineseTaipe (formerly Taiwan)(TW) Northern Marianaldands(M P)

Christmasidand (CX)
Cocos(Kedling) Iand (CC)
Guam (GU)

Hong Kong Specid Administrative
Region China(HK)

Indonesia(ID)

Kazakhisthan (KZ)

Kyrgyzstan (KG)

Laos(LA)

Macao Specid Administrativeregion,
China(MO)
Mdaysa(MY)

Palau (PW)
Philippines(PH)
RussainAsia(XU)
Singapore (SG)

Thaikigan (TJ)
Thailand (TH)
Timor leste(TL)
Turkmenistan (TM)
Uzbekistan (UZ)

Vietnam (VN)

2. South Asian sub-continent sub-area (SA SC)

Afghanistan (AF)
Bangladesh (BD)
Bhutan (BT)
India(IN)
Madives(MV)
Nepa (NP)
Pakistan (PK)
Srilanka (LK)
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3. Japan, Koreasub-area

Japan (JP)

KoreaDemocratic Republic of (KP)
KoreaRepublic of (KR)

4. SouthWest Pacific sub-area

American Samoa(AS)

Niue (NU)

Audrdia(AU)
Cook Islands (CK)

Fiji (FJ)

PapuaNew Guinea (PG)

Samoa (W

S)

Solomon Idands (SB)

French Polenesia(PF)

Kiribiti (KI)
Nauru (NR)

Tonga(TO)

Tuvau(TV)
Vanautu (VU)

New Caledonia(NC)

New Zealand (NZ)
4.1.6 Major countries - capitals, cities (3 letter codes)
Threeletter citiesand airport codesfor Europe

Walisand Futunaldands (WF)
andintermediateidand

Country City City code | Airport name |Airport code |
Audria vienna VIE
Bdgum Brussds BRU
Bulgaria Sofia SOF
Cyprus Nicosa NIC
Larnaca LCA
CzechRep Prague PRG
Denmark Copenhagen CPH
Fnland Hesnki HEL
France Paris PAR CharlsdeGudlle CDG
Marslle MRS Orly
Germany Balin BER Tegd TXL
Frankfurt FRA Tempehof THF, SXF
Schoenefeld
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Greece Athens ATH
Hungary Budapest BUD
lceland Reykjavik REK Keflavik KEF
Irdland Dublin DUB
ltaly Rome ROM Leonardo da FCO
Milan MIL vind (Humidno) LIN
Malpensa MXP
Madta Vdletta MLA
Netherland Amgerdam AMS
Rotterdam RTM
Norway Odo OSL
Poland Warsaw WAW
Portugd Lisbon LIS
Romania Bucharest BUH Otopeni oTP
Russa M oscow MOW Scheremetyevo SVO
(West of Urdls) | St.Petersburg LED
Span Madrid MAD
Barcelano
BCN
Sweden Stockholm STO Arlanda ARN
Switzerland Berne BRN
Zurich ZRH
Geneva GVA
Turkey |stanbul IST
United kingdom London LON Heathrow LHR
§ Edinburgh EDI Gawic LGW |
Threeletter citiesand airport codesfor Africa
Country City City Code | Airport Name [Airport Code)
Algeria Algers ALG
Angola Luanda LAD
Cameroon Yaounde YAO
Douda DLA
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7

Congo Brazzaville BzV
Coted'lvoire |Yamoussoukro ASK
Abidjan ABJ

Djibouti Djibouti JB
Egypt Cairo CAl
Ethiopia AddisAbaba ADD
Gabon Libreville LBV
Kenya Nairobi NBO
Mombasa MBA

Liberia Monrovia MLW
Libya Tripoli TIP
Mauritius Port Louis MRU
Morocco Rabat RBA
Casablanca CAS

Mozambique Maputo MPM
Namibia Windhoek WDH
Nigeria Abuja ABV
Lagos LOS

Rwanda Kigdi KGL
Senegd Dakar DKR
SierraLeone Freetown FNA
SouthAfrica Pretoria PRY
Capetown CPT

Johannesburg JNB

Sudan Khartoum KRT
Tanzania Dadoma DOD
Dar esSdaam DAR

Tunisa Tunis TUN
Zambia Lusska LUN

| Zimbabawe Harare HRE
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Country City City Code | Airport Name [Airport Code)
Bdran Manama BAH
Bangladesh Dhaka DAC
Cambodia PhnomPenh PNH
China Beijing BJS Beijing capitd PEK
Shanghai SHA
Hongkong HKG
ChineseTaipel Tape TPE
India Ddhi DEL
Indonesa Jakarta KT
Iran Tehran THR
Irag Baghdad BGW
lsreed Jarusdem JRS
T Aviv TLV
Japan Tokyo TYO Narita NRT
Osaka OSA Haneda HND
Jordan Amman AMM
KoreaSouth Seoul SEL
Kuwait kuwait KWI
Lebanon Barut BEY
Madaysa Kuaalumpur KUL
Nepal Kahmandu KTM
Oman Muscat MCT
Pakigtan Idamabad ISB
Karachi KHI
Philippines Manila MNL
Qatar Doha DOH
Russa K habarovsk KHV
(Eastof Urals)
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[ saudiArcbia

Riyadh RUH
Jeddah JED
Singapore Singapore SIN
Sri Lanka Colombo CMB
Syria Damascus DAM
Thaland Bangkok BKK
Turkey Ankara ANK Esenboga ESB
UnitedArab Abu Dhabi AUH
Emirates Duba DXB
Vietnam Hanoi HAN
Threeletter city and airport codesfor Australiaand Pacific
Country City City Code | Airport Name |Airport Code)
Augrdia Canberra CBR
Sydney SYD
Mebourne MEL
Perth PER
Hiji Suva SUV
Nadi NAN
French Papeete PPT
Polynesa
Newzedand Wadlington WLG
Auckland AKL
Chrigtchurch CHC
PapuaNew | Port Moresby POM
Guinea )
Threeletter city and Airport Codesfor NorthAmerica
[ Country City City Code | Airport Name |Airport Code]
Canada Ottawa YOW
Montred YMQ Mirabd YMX
Toronto YTO P-E-Trudeau YUL
Vancouver YVR Pearson Int YYZ
Greenland Nuuk GOH
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(United Statesof |~ Atlanta ATL Hartsfidd
America Internationa
Boston BOS Logan
international
Chicago CHI O'Hare ORD
Ddlas DFW Ddlad
Fort worth
Internationa
Detroit DTT Wayne county DTW
LosAngeles LAX
Miami MIA
New York NYC John F Kennedy JFK
LaGuardia LGA
Newark EWR
San Francisco SFO
WashingtonD.C| WAS Ddlas IAD
internationa
R. Reagan DCA
L nationd )
Threeletter City and Airport codesfor Central America
[ Country City City Code | Airport Name [Airport Code]
Bahamas Nassau NAS
Barbados Bridgetown BGI
CogtaRica San Jose SJO
Cuba Havana HAV
Guaemda |Guaemdacity [ GUA
Haii Port au Prince PAP
Honduras Tegucigdpa TGU
Jamaica Kingston KIN
Mexico Mexicocity MEX Jaurez
Acapulco ACA internationa

Nicaragua Managua MGA
Panama Panamacity PTY

Trinidad & Port of Spain POS
Tobago
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Threeletter city and Airport codesfor South America

Country City City Code | Airport Name [Airport Code)
Argentina BuenosAires BUE Minigtro Pigarini EZE
Bdlivia LaPaz LPB
Brazl Braglia BSB
RiodeJanerio RIO Gdeo GIG

Sao Paulo SAO
Chile Santiagodechile| SCL

Colombia Bogota BOG
Ecuador Quito uio
French Guiang| Cayenne CAY
Paraguay Asundion ASU
Peru Lima LIM

Suriname Paramaribo PBM
Uruguay Montevideo MVD

Venezuda Caraccus CCS
4.1.7 Airline codes: ’
[ AirlineName Code Headquarters ]
AerlLingus El Dublin, Irdland
AerolineasArgentinas AR BuenosAires, Argentina
Aeroflot Sovetairline SU Moscow,Russia
AirlankalLtd UL Colombo, Sri Lanka
Air New Zedland Ltd NZ/TE | Auckland, New Zedand
Air Canada AC Montreal, Canada
Airindia Al Bombay, India
Air France AF Paris, France
Alitdia AZ Rome, Itay
AmericanAirlines AA Ddlas, Texas(USA)
AirNipponAirwaysco. ltd NH Tokyo, Japan
BritishAirways BA London, UK
\ Canadianairlinesintl Ltd CP Cagary,Alberta J
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( Cathay PacificLtd CX HongKong
Deutsche LufthansaA.G LH Cologne, Germany
EgyptAir MS Cairo, Egypt
Emirates EK Duba, UAE
Finnair OY AY Hegnki
Garudalndonesa GA Jakarta, Indonesia
Gulf Air Company GSC GF Manama, Bahrain
Iberia IB Madrid, Spain
IndianAirlines IC New Delhi, India
JapanAirlines L Tokyo, Japan
KLM Royd DutchAirlines Kl Amsterdam, Netherland
KoreanAirlines KE Seoul, Korea
Kuwait Airways KU Kuwait
MdaysanAirline System MH KudalLumpur, Mdaysia
OlympicAirways OA Athens, Greece
PhilippineAirline PR Manila, Philippines
Pekistan Intl Airlines PK Karachi, Pakistan
QuantasAirwaysltd GF Sydney, Audtrdia
Qatar Airways QR Doha, Qatar
Sabena SN Brussdls, Begium
Saudi ArabianAirlines SV Jeddah, Saudi Arabia
SAS ScandinavianAirlinesSystemp SK Stockholm, Sweden
Singapore SQ Singapore
SouthAfricanAirways SA Johannesburg, SouthAfrica
SwissAir R Zurich, Switzerland
TAPAIr Portugd TP Lisbon, Portugd
Thai Airways TG Bangkok, Thailand
United Airlines UA Chicago, USA
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4.1.8 Major Currencies of The World and Their Codes:

Nameof Currency Country Code
AugrdianDoallar Audrdia AUD
Bahrain Dinar Bahran BHD
Taka Bangladesh BOT
BegianFranc Bdgum BEF
Nguitrum Bhutan BTN
USDallar Brazl ush
Brune Dollar Brune Darussdam BND
CanadianDollar Canada CAD
Chilean Peso Chile CLP
Yuan Renminbi Chinaexcdluding CNY
Hongkong SAR
USDallar CostaRica usb
DanishKrone Denmark DKK
Egyptian Pound Egypt EGP
Nakfa Eritrea ERN
Ethiopean Birr Ethiopea ETB
Euro France EUR
Euro Germany EUR
Hongkong SAR Dollar HongkongSAR HKD
Forint Hungary HUF
Indian Rupee India INR
Rupiah Indonesia IDR
Euro Italy EUR
Yen Japan JPY
Kuwaiti Dinar Kuwait KWD
Naira Nigeria NGN
Rid Omani Oman OMR
SwissFranc Switzerland CHF
Baht Thalland THB
Dirham United Arab Emirates AED
Pound Sterling United Kingdom GBP
USDallar USA usb
Yemen Yemeni Rid YER
USDallar Zimbabve usb
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4.1.9 Airport Procedures
1. DepatureFormdities
Theseformditiesareasfollows
1. Screeningof baggage

2. Checkincounter; -check thetickets- to know theclass, seat number, issuing
boarding pass, checking baggage

Immigration control; - check the passport and visa, police personel doesthis
Security check;- Body check
Lounge; - waiting for theflight (2 areas-VIP area, Normal areq)

o 0 &~ w

Gatearea - Last check in areabefore boarding theflight
Aerobridge: Pathway totheflight
Baggage
FreeBaggageAllowance EconomyClass 20

Businessclass 30

First Class 40
Instead of MPD and M CO EMD (Electronics Miscellaneous Document) isused
EMDis2types EMD A (associated)

EMD S (unassociated)

Excessbaggage
For Air Indiathe excessbaggagerateisRs 585/extrakg
Inflight Service

1. Coldtowd: itisissued to makethetemperature cooler for the passengersjust
beforeentering theflight

Chocolates, welcomedrinks: to stabilize the pressure during take of f

Utensils: First Class. silver cutlerys, crystal glassesfor long haul journey the
menuisusualy da-carte

BusinessClass. Silver Cutlerys, glasswares menu passengers choice no onboard
preparation

Economy class: Plastic cutlery, menu choiceonly veg or nonveg specia mealswill

be prepared before 72 hours
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4. Beverages-accordingtotheflight /sectors
5. HotTowd : a thetimeof landing

Gadlley- ThisistheKitchen areawherefood isstored whichisbrought from the sky
chef ( ground production unit where food for the flight passengersis prepared)
gdleyislocated betweenthetoilet areas

4.1.10 Various class of services: Economy, business and first
class.

Onboard Activities. Televisionson the back s deof theseats, films, and other audio
equipments
Cabin-hold baggage:

a. cabinbaggage- 5kgnormally

b. luggage(hold)

Pet transportation such as birds and dogs needs extra seat ticket and hold areain
the cageor kennd provided by theairlines. Formalitiessuch asmedical certificates,
vaccinations etc should be donefor the pet transportation in theairlines. Seeingeye
dog can bedlowedincabindongwiththepax. All dead bodiesare now transported
only inthecargo flight along with the other bulky baggages.

4.1.11 Arrival formalities

1. Immigrationcheck: VISA vdidity ischecked
2. BaggageClaim- collecting thebaggage

3. Customs: therearethree channels

a. Bluechannd: passengerswith shenghen visaand EuropeanUnion  trav-
elersaredirected here. Easier formalitiesarefollowed here and thuspro-
motestourism.

>
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b. Green Channd : Passengersaredlowed through when thereisno customs
todeclare

c. Red Channd: whentherewill bedeclarationon certainitems.

4. Publicareas: Exit or waiting area, outsidetheterminal.
4.1.12 World Time Zones
24 hoursclock system

Theconventiond time clock expresstimeasafunction
of 12 hour intervalswith correspondingam. and p.m.
designations. Althoughthismethod of tellingtimeisused
commonly throughout the world, it has significant
shortcomings, particularly when applied to travel 9p 2
itineraries.

The 24 hour clock beginseach day at 00:00 [mid night]
and progress through each our of theday from 01:00
(1.00am) to 23:00 (11.000pm).

Theworldisnow dividedinto 24 timezonesbeginning withthe primemeridianin
Greenwitch, England. The prime meridianisanimaginary line running through
Greenwitch that connectsthe north and south poles. Thetimeat Greenwitchand al
other countriesinthisZoneiscaled Greenwitch Mean Time (GMT) andisalso
referred to asUniversa Time Cordinated (UTC)

West ------------- Rotation of the earth from west to east----------------- east
GMT/UTC
12 -11 -10 -9 -8 -7 -6 -5_-4 -3 -2 -1 0_+1_+2 +3 +4 +5_+6_+7_+8 +9_+10_+11 +12_
HNL BUE

Difference7 hours

Each of the blocks represents one hour. To find out the difference between two
pointsonthe scalefind the number of hours between them.

In certain casesin order to maintainthesameloca timewith nationa boundariesor
group of idands atheoretical system hasto beadopted . Such local timefixed by
law iscalled standard clock timeor standard time

Certain countriesmodify their standard time during the summer by advancing one
hour or afraction of hour. Thistemporary changeiscaled Day Light Saving Time

N
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Timedifference between two points can bedetermined asfollows:

a

If thelocal time at both pointsisahead of GMT [GMT+] or behind GMT
[GMT-], deduct thesmaller fromthelarger figure.

Examplee GMT+2and GMT +10
10- 2 =8 hourstimedifference.

If thelocal timeisahead of GMT [GMT+] at one point and behind GMT
[GMT-] at the other, add both figurestogether.

Example
GMT +2and GMT -5
2+5=7hourstimedifference.

Thelocd timein TYOis18:30 hourson 1 March. What istheloca timeand
datein SYD?

TYOGMT +9
SYDGMT+11

Theloca timeat both pointsisahead of GMT [GMT+], sodeduct thesmaller
fromthelarger figure.

11-9=2hours. Theloca timein SYD is2 hoursahead of TYO
18:30+ 2 =20:30 hourson the sameday [ 1st March].

Theloca timein MAD is05:00 hourson 30th October. What isthelocal time
anddateinYVR?

MAD GMT+1
YVRGMT-7

Asthelocal timeisahead of GMT [GMT +] at one point and behind GMT
[GMT-] at the other, we add both figurestogether.

1+7=8hours.

Theloca timein VYR is8 hoursbehind MAD
0500-

0800

Sincewe cannot deduct 0800 hoursfrom 0500 hourswe add 24 hoursto the
amdlerfigure.

2900
0800
2100 hoursonthe previousday.
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Internationd dateline

Theinternationa datelineisanimaginary north south linethrough the Pacific Ocean,
east of whichthe datediffers. [east being oneday earlier].

Crossinginternational dateline makes mattersmore complicated, becausetravllers
either gain or loseaday during theprocess. When atraveller crosstheinternationa
datelinetravellingwest ,theday changesto thefollowing day and atrave lerscrossing
theinternationd datelinetravelling east gainsaday.

Trangporttime

Thetransport timeisthe number of hoursand minutesfrom thetimeof departureat
theairport of originuntil thetimeof arrival at theairport of fina destination. This
includeseventud transitsand or transfer times.

Formulafor caculating Total transportingtime.
Total transportingtime =Arriva GMT - Departure GMT.

Flight AFO33 leaves PAR at 1230 on Tuesday 12the December and arrivesin
YMQ at 13:55 on the same day. What isthetotal transporting time ?.

1 step

Ascertaintheloca time applicableat departureand arriva cities.

PAR =GMT+1 YMQ=GMT-5

2 step

Convert arrival and departuretimeson GMT

e Deduct thenumber of hoursfromthelocal timewhenitisahead of GMT [+]
e Addthenumber of hoursfromtheloca timewhenitisbehind GMT [-].
Loca timein PAR =12:30

Local time GMT = 12:30-0100 =11:30 hours

Locd timeYMQ=13:55

Local timeGMT =13:55+ 0500 =18:55 hours

39 step

Cdculatethedifference.

Total transportingtime=Arrival GMT - Departure GMT

= 18:55-11:30 = 07:25 hours.
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Jetlag

Jetlag can be defiend asthefatigue and related symptomstravel lers experience
when taking long airline trips and crossing multiple time zones. The travellers
experiencejet lag becausethetraveller's"internal clock™ becomes confused when
they changetimezonesrapidly.

4.1.13 Journey

Anatomy of ajourney

A journey consists of entirerouting included on aticket or group of conjunction
tickets.

1.

Origin
Thisinitid starting point and thefirst ticketed point intherouting.
Dedtination

The ultimate stopping place of ajourney and asatermina point in therouting
and also considered as FCP

Intermediate Point (s)

Ticketed viapoints between consecutive fare construction point also called
transfer points

a. Intermediate stop over point whichisapoint whereapsgr arrivesat an
intermediate point and is schedul ed to depart later than 24 hours after ar-
rivd.

b. Intermediate no stop over point whichisapoint whereapsgr arrivesand
departswithin24 hours.

Fare component

A component or aportion of theitinerary between two consecutive fare com-
ponents

PricingUnit

A journey or part of ajourney which ispriced asaseparate unit.
Sectors

A portion of thejourney comprised of legsor segments.
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Types of journey

1. Onewaytrip (OW): Assmple OW journey istravel using OW faresand the
riginand thefina destination areindifferent countries

2. Roundtrip (RT): Aroundtripistravel entirely by air from apoint to another
andreturntotheorigina point

e ART hastwo farecomponents|/B & O/B
« 1/B fareneed not beequal to O/B fare
* Unitoriginand unit destination are same

3. CirceTrip(CT): Acircletripinvolvestravel fromapoint and returnthereby a
continuous, circuitousair route

4. OpenJaw (OJ): OJjourney may haveonly twointernationd fare components
and may contain domestic surface sector

« Singleopenjaw (SOJ)

(& Turnaround singleopen jaw (TSOJ): theoutward point of arrival andthe
inward point departure are different

(b) Originsingle openjaw (OSOJ): the outward point of departureand the
inward point of arrival aredifferent

* Doubleopenjaw (DOJ): containstwo surface sectorsoneat theorigin
point theand other at the turnaround point

4.1.14 Global Indicators (GI):

) TC1 GI: WH western hemisphere

i) TC2 GI: EH eastern hemisphere

iy TC3 GIl: EH eastern hemisphere

iv) TC1,2 GI: AT via Atlantic Ocean

4.1.15 One way through fare construction

STEP OW application

FCP |dentify thefare construction points

NUC Quotethefarei.e., inNUC, following Gl, Faretype, Carrier code
Rule |dentify the rulenumber if any

MPM Maximum permitted mileage

N
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TPM Ticketed Point mileage
EMA Extramileagealowance
EMS Extramileagesurcharge
HIP Highest intermediate point
AF Determinetheapplicablefare
Check
Totd
IROE Multiply NUC by IROE
LCF Roundtheresulting LCF
[ Fcp Identify Fare construction point-Thetermina pointsof theitinerary |
NUC QuotetheNeutral unit of fare construction withitstype of journey,
globd indicator, classof service.
Rule Follow ruleand check for specified routings.
MPM Note the Maximum permitted mileage betweenthe originand
detination
TPM Add up the Ticketed point mileage and comparethe sum with
MPM
EMA If the TPM exceeds M PM, look for an extramileageallowance.
EMS If theEMA isnil or insufficient ,determinethe ExcessMileage
surcharge by dividing TPM by MPM
HIP Look for Higher Intermediate Point farefrom
1.origintointermediate stopover
2.intermediate stopover to another
3.intermediate stopover to destination.
If thereisahigher farereplacetheorigindestination NUC
withthisHIPfareand apply EMSif any.
RULE If thereisany ruleapplicabletofinding HIPit should bewritten
agandrule.
AF Determining theresulting applicablefareinNUC
CHECK | Apply Black Haul Check formulafrom originto higher rated
BHC stopover point if any.
Totd Get theresult of al of theabovestepsin NUC
IROE Multiply the Total NUC by the IATA rate of exchange
| LCF Round theresulting Loca currency fare )
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Examplel
ISI:SITI
LIM
2626 WH MIA TA
1022WH MGA LR LIM MEX Y1 OW [WH] 799.00
993 WH MEX CM MPM WH 3765 IROE 1.00USD
FCP LIM MEX
NUC Y10W [WH] 799.00

RULE
MPM WH 3765

TPM 4640

EMA NIL

EMS 25M

HIP Y1 OW [WH] NUC 836.00 LIM MGA
RULE

AF 1045.00

CHECK

TOTAL NUC  1045.00

IROE 1.00

LCF 1045.00

EMS SurchargeTable

Getting aratio between 1.0000 to 1.2500 divided as

1.0000-1.0500 | 5%
1.0501 - 1.1000 | 10%
1.1001 - 1.1500 15%
1.1501 - 1.2000 [ 20%

(1.2001 - 1.2500 | 25%

-
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Back haul check formula

HI [ origin-higher stopover point] -
LO[origin-destination point]

=BHD [Back haul difference] +

HI [origin-higher stopover point]

=OWM [oneway minimum]-
AHapplicablefare]

OW backhaul adjustment [plusup]
QuoteOWM if greater than applicablefare.
Typesof transactions. SITI,SOTO,SITO SOTI
4.1.16 Air Cargo and logistics:

Thisisthebulky baggage carried onan airline. Itisloaded and unloaded inthe area
cdledramparea. Itincludes baggage, animals, vegetablesand mails. Itiscarried on
the carrier under anAir way bill. Cargo isusually taken on freighters or passenger

flights

For acargo professional heor she hasto know thefollowing basi c things:
»  Basiccargo knowledge (booking,acceptance, etc)
* Airportandaircraft

»  Different typesof cargo

* Cagorating

e ULD

 Cargosystems

We can classify thecargo into two:

*  Genera cargo

e Specid cargo

Almost 14 different typesof specia cargo arethere. Dangerousgoodsisoneof the
specid cargotype. For anair cargo professional DGR (dangerous good regul ation)
iIsmandatory.

A certified air cargo professional worksin
1. Airines
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Ground handling companiesinairports
Air cargointegrators

3PL - third party logistics
Cargopricingstaff inairlines
Cargotrainers/learning and devel opments
Logisics

o g s~ wDbN

Thesetype of companies usetheir own assets and resources on behalf of another

company for serviceslike warehousing, packaging, etc. Inlogigticsindustry thereis

acombination of air cargo, seacargo and road cargo.

Terms usedin cargo handling

e LogisticMangement System (LMS) - preparation of cargolist

»  Dangerousgoodsregulation Licence (DGR) -isneeded for exporting Danger-
ousgoods

e Load control system- istheminimum and maximum load needed for aflight to
takeoff and land. Thereisaqualified person who regulatesit.

Detailing of Practicals

e PPT -typeof journey withexamples

* Feddvigttoarports, Tourist Reception Centresof KTDC and CRS

e PPT presentation of air travel organizations

*  Rodleplay of Check-informdities

*  Preparation of chart showing World TimeZones

e Introductionto Internet usage

*  Networking, browsng skill and fundamentalsof web designing

Computer

HTML

Hypertext markuplanguageisthe most commonly used markup languagefor cregting
web pages. A markup language describesthestructure of text based information on
aweb page. Thebasictask of HTML isto createthe structure of aweb page. This
unit describesbascHTML tagswhich areessentid for creating staticweb. HTML

includesalot of tagsfor web creation such as Structuretags, linedrawing tags, page
breaking tags, formatting tags, imagetags, link tags, tabletags, frametags, form
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Creating and saving an externa document

Opening the HTML document and modifying the background colour, adding
back ground imageto theweb.

Work with text

Workingwithlist, tablesand frames.
Working with hyperlinks, images.
Workingwithformsand controls.
Website creation of atourismfirm.

Assessment activity:

PrepareaPPT on different typesof journeys.
Prepareachart onarriva formalities.
Fiedvidtreporttoanairport.
Farecalculation

Timecdculaion

TE questions:

1
2)
3)

4)

Construct an oneway journey with three sectors
Giveadetailed report ontheairport procedures

Whenthelocal timein Parisis 0500 hrs. What will bethetimeat Sydney?
(SCT PAR + 0100, SCT SYD + 1100)

Giveabrief outline of theareaswhereacargo professional canwork
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Unit - 2
GLOBAL DISTRIBUTION SYSTEM

Introduction

Thisunitincludesfamiliarizingwithair linetimetablesand schedules, PNR cregtion
iINnGDS (Galileo), SSR, OSI codes, Billing and settlement plan

Learning outcomes

Thelearner:

*  Deveopsskill -workingin GDS

*  Understands Encoding and Decodingin GDS

*  Developsawarenessabout Airlinetimetables and schedulesin GDS

*  DeveopsskillsinPNR creationin GDS(AMADEUS/GALILEO)

* ListsSSRand OSICodes

e Undergandshilling and settlement plan

Detailing of The Concepts
4.2.1 Introduction to Galileo

CRS brought arevolution in theway travel agents used to book and construct
itineraries. It started with airline reservationsand got into hotels, cruisescar rentas
etc giving it the terminology of global reservation system which acted as a
consolidating agency among the variousservicesonasingleplatform

GDSswereamongthefirst e commerce company intheworldfecilitatingB2B e
commerceinmid 1970'sGALILEO (under theApollo reservation system name)
wasfoundedin 1971 by united airlinesto cater tothe needs of travel ersby providing
accesstother reservation systemstotravel agencies.

GDSenablesthereservation and sdlling of hotel rooms, car rental services, cruise
CRS (computerized reservation system ded sonly with thereservation and sdling of
arlinetickets. eg; SITA

4.2.2 Functions of Galileo

Travel
Agent
customer

Global
Distribution
system
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4.2.3 Types of screens
*  Focd point screen
* Pointandclick

*  Viewpoint
*  Smartpoint
Focal point

Focal point isthe core product of travel port Galileo. It combinesthe advanced
technology of Mi crosoft windows based PC softwarewith the power of Travel port
Gdlileo central system

Features

Focal point provides 9 windowswith 5work areasfor different functions edited
and personalised

Configurabletool bar
Providesonlinehdp

4.2.4 Working with Galileo
SIGN -ON

Aspart of asystem security it is necessary to identify an authorized user to the
system. This si done by signing on to the system. Each agency location using
Travelport Gdileoisassigned auniquethreeor four character code, caled aPseudo
City Code (PCC)

Theentrytosgnonis:
SON/Z71T6/AB or SON/ZAB or SON/12345

Where:
SON Mandatory
/ Separator
Z indicatestravel agent
71T6 pseu ocity code or PCC
AB usedid, bascdly initidsof the person using the system
12345 isanumericsign-on
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PASSWORD

Inresponseto thesign-on entry, user will be prompted for hispassword. Accessto
Travel port Galileo Host ispermitted only on entering the correct password

The password may be set as per user's choice but has to be minimum of seven
characters& maximum of 110 charactersand hasto bealphanumeric. A password
isvalidfor 90 days.

Eg.,
>SON/Z71T6/AB
>PASSWORD
SIGN OFF
Tosgnoff or exit thesystemtheentry is.
SOF
Eg.,
>SOF
SIGN-OFF COMPLETE/16DEC - GALILEO
>
Availabilty
Therearetwotypesof avalability digolays.Alphaavallability and Numericavailability
Alphaavailability:
A - Sedtsareavalable
L - watlig
R - Onreguest
C - waitlisclosed
X - classcancelled
Entry : ADATE CITYPAIR/AIRLINE
IEXAMPLE: A30AUGBOMDXB/AI
Numericavailability:
1-9 - Seatsareavailable
Max - 9 seatsare displayed

O - Watlig

R - Onrequest

C - waltligcdosed

X - Classcancdled
Entry: ADATE CITYPAIR*AIRLINE
Example: A 30AUGBOMDXB*Al
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Sell agreement

A sl agreement isthe agreement that theairlines havewith Tavel port Galileo. This
level of agreement determinestheaccesstheairlinesgivestotravel port Galileo. The
highest level of agreement will providemore accesstotheairlineinventory froma
travel port Galileo system. The agreementsa so determinewhether theairlinewill

return avendor locator (Airline PNR) or not.

[ Agreement Secured Super Guaranteed | Sandard
Sell Sell Guaranteed Sell
Sell
INDICATOR |O/O* & W/W* SUSH G BLANK
(for waitlist on
certain carriers)
CODES HS/HK SS/HK SS/HK NN/PN
LL/HL LL/HL LL/HL
VENDOR YES(Airline YES(Airline | NO(Airline | NO(Airline
LOCATOR | PNRreturned) | PNR returned)] PNR not PNR not
returned) returned)
DESCRIPTION| Highestlevel, Linktoairline |Linktoairline| Nolink. Tele-
directlink into inventoryon | inventory |type message
carrier system, END on END generated to
inventory Airlineon
depleted END
instantly Segment status
to be changed
to NN
Before END.
Reply from
airline system
could take upto
L 12hours )

AnO, Sor Gindicator would display at theend of thelinefor confirmedflights. IN
casetheO,Sor G doesnot display for the confirmed flight it isimportant the user
changesthe status of the segment to NN before END, by making theentry @ (line
number) NN eg., @1NN for segment one.

Booking File Creation

A Passengers Name Record (PNR) isalso referred to asabooking file. A booking
filehasto be created for any kind of reservationto bemade. It containstherecords
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of any bookings madethrough the Travel port Galileo system and can contain air,
hotel and car reservations.

A booking filecomprises of somemandatory fieldsand someoptiond fields. Asthe
name suggests, mandatory fields arefieldswithout which abooking file cannot be
saved. Optiond fieldsmay or may not exist inthebookingfile.

Mandatory elements. For creating abooking file may beremembered as
"PRINT"

P - Phonefidd

R - recavedfromfidd

| - ltinerary

N - Namefidd

T - ticketingtimelimitfied

Some of the optional el ementsthat can be enteredinabookingfile.
e Med

Seat

*  Mileagemembership

e Passportinformation

e Address

Phone Field P

* P Function Identifier to enter Phoneitems

e *P  Displayal Phoneitems

ThePhonefiedisamultipleitem fiedld which contains contact information. At least
onephoneitem must beincluded inthe Booking File. Each Phoneitem can contain
amaximum of 69 characters

OnceaBooking Fileiscreated, only thefirst phonefield reflectsin the vendor's
system. Thereforethefirst phonefield should consist of thetrave agent'snumber.
Thiswill enabletheairlineto contain the agent to advise changesor to convey any
information rel ated to the booking.

Asaresponseto the PhoneField entry, a* isdisplayed against it indicating thefield
has been accepted and will reflect inthe Booking File.
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Thefollowing codesare used in the Phonefield to indicate the type of number one
enters.

. T*-TRAVELAGENCY
+  H*-HOME

»  B*-BUSINESSPHONE
+  A*-ACCOMODATION
+  E*-EMAILADDRESS

Theentry startswith P. thethreel etter city code, then one of the codes mentioned
abovefollowed by a* and freetext which should includethe tel ephone number.

Examples

PCCUT*ABCTRAVELS3723535REF SIMRAN t 0 add Agency Phonenumber

P.CCUH* 27484647 to add Home number

P.CCUB*23235461/23235462 ext 21 to add Business number

HELP. H/EMAIL

PDELE* JOHN--GEORGEIIGALILEO.COM Add Email address
(Use-inplaceof _'Ilinplaceof @)

Changel Delete

P2@CCUH* 23234587 to modify the 2nd phone number

» P2@ deetesthe2nd phone number

Received from R. HELP: H/R.

R. Function Identifier to enter Received from information

*RV Display Recelved fromfield( before ending thebookingfile)

The Received from field identifiesthe person who contacted the agent to makethe
booking. A Received frominput isrequired both inanew bookingfileand everytime
any amendment ismadeto anexisting Booking File. Itisasingleitemfieddanditis
not transmittedtotheairline

eebooking.It can contain amaximum of 61 characters. It isrecorded inthe history
and thusit isadvisableto put the name/reference of the person who callsto create
or amend thebookingfile

Theentry beginso eca er'sname.

R.P Booking Received from passenger

R.SM ITA1 SECRETARY Booking Received from passenger's secretary
Changel Delete
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R.@SONAL ChangetheReceived frominformation
R.@ DédeetheReceivedfromitem
Itinerary

Itinerary isthejourney the passenger isbooked for. Passengersitinerariescaninclude
oneor moreair segment. Selling segments can be done by two methods. Seats can
be sold with referenceto adisplayed availability known asReference Sdll or directly
without displaying theavailability known asDirect Sell.

Reference Sell

After having displayed avail ability, one can sell the seat referringto aparticular line
number ontheavailability.

N2Y1 Need 2 seatsinY classfromline 1 of theavailability
N2M3* or Need 2 seatsin M classfromline3 & line4
N2M3M4

N3M1Y2H3 Need 3seatsin M classfromlinel, Y classfromline2, H classfrom
line3

If required classisopenfor Waitlisting

N2Y1LL Need?2seatsinY classfromlineltobewaitlisted
N2M3MA4LL Need 2 seatsin M classfromlines3 & 4 aswaitlisted
Direct Sell

Instead of checkingtheavailibilty & thensdlling, adirect sdll entry can beused, when
theflight detail sarea ready known.

Theentry beginswith O (zero) followed by theflight number, class, date, city pair,
NN and theno. of seatsrequired

0AI111 K 1 MAY 80M LHR NN3

Need 3 seatsfor Al 111inK classfor travel onthe 1st May from BOM to LHR
(airport codesto be used)

Incasetheflight isonly openfor Waitlisting
OAI11K 1 MAY 80M LHRLL2
Open Segments

Open segmentsare segmentsfor which thedate of travel isnot known; however we
requirethe detail sin the Booking Filefor ticketing purpose.

Theentry beginswith 0 (zero) followed by flight number, class, city pair, NO and

theno. of seats.
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OAI OPENY FRA 80M NO1 Open dated & closed onaparticular carrier
O0YY OPENY 80M DEL NO1 Open dated & open carrier

A
3. LA™ #6127 20APR FRADEL HS1 0345 2200 0

Segment Change

@1/2 Change segment 1 to 2 passengers on the same flight as already booked
@A!2 Change entire itinerary to 2 passengers on the same flights as already booked
@2/Y Rebook segment 2 to Y class & cancel original segment

@AY Rebook the entire air itinerary to Y class & cancel original segments

All the segment change entries to rehnok the Flight Dates, Class & Number of passengers, should
be done only BEFORE end transact.

Cancel Segments

X1 Cancel segment 1

X3-5 Cancel segments 3,4 &5
X1-3.5 Cancel segments 1,2, 3& 5
X! Cancel entire Itinerary

Name Field N.
HELP: H/N.

N. Function Identifier to enter Names
N Display all Namcs

The Name Field contains passengers’ surnames, first names or initials, titles and name remarks.
Name Field can have 2-55 characters.

Names may be entered for a single passenger, multiple passengers having same surname and
multiple passengers having different surnames. Special name codes are used to identify infants and
group passengers.

There are five IATA approved name litles. They are Mr. / Mrs. / Ms. / Miss. / Mstr. If you need to
specify any other litle, they must be entered after the * as free flow text.

Entry: N. Surname followed by / and first name followed by the Title * remarks

Remarks however are oplional, except in the case of infant and a child passengers. Remarks are not
transmitted to the Airline
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N.GUPTA/PRAKASHMR to add aduit name
N.GUPTA/VICKYMSTR*P-CO07 to add child name with the correct PTC

Note: The Passenger Type Code (PTC) can be input in the name remark field; this will then be user
during Fare Quote processing.

N.2SINGH/SMR/AMRS to add two names with common surame

N.GUPTA/RMR+N.SHARMA/TMR to add two names with different surname %

Adding Infant name

N.I/SHARMA/GMAST*02DECO08 (date of birth to be input in DDMMMYY format e.g..
10DECOR)

An Infant name cannot be the first name in the Booking File

An Infant name cannot be the only name in a Booking File

Number of Infants cannot exceed the number of adults in the Booking File

Infant names can be added or deleted even after end transact &
An SSR is automatically generated to all airlines containing the infant details

- & 8 8 »

ADD GROUP NAME

When creating a Group booking the Group name is entered first & the individual names are entered
only after ending the booking, using the normal entries to add names. Maximum names per group are™
98. n

N.G/30REDONDOTOUR - Group Name -

Name change / Delete

Before end transact, the Name items can be amended any number of times. In cases when a nama-

change is to be carried out after end transact, the same needs to be verified with the airline. s
N.P1@ to delete passenger one before saving the Booking File B
N.P1-2@ to delete passenger one through two in the Booking File

N.P1@SONI/SMR  to delete and replace a new name as passenger one

Ticketing Arrangement T. HELP: HIT.
Ticketing Arrangement entry for the agent begins with T.

The ticketing arrangement field shows the ticketing status of each Booking File. The Ticket number i
entered in this field if a ticket has been issued. A Booking File can be placed on a time limit or a ticket
number can be entered according to the requirement. The time limit will have to be later on changea-
to a ticket number once the ticket is issued. The time limit or ticket numbers are entered by the ager’
to the respective airlines. The Ticketing Arrangement Field is a single item field, i.e. it can contain
only one T. field at a time. This field can have a maximum of 69 characters
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The data in the T. entry is not sent to the Airline. Separate formats have to be entered to send the
same to the Airline.

Time Limit for Agent

Format: T.TAU/date*time
Example: T.TAU/03MAR*1800HRS

Time Limit to the Airline

Format: SLYY'TKTL date time
(where YY means all carriers booked. YY can also be replaced by a
specific carrier.)

Example: SLYY*TKTL 03MAR 1800HRS or
SLAIFTKTL 03MAR 1800HRS

Change / Delete

T.@TAU/5JAN Change date when booking will be placed on Q 10 for ticketing
T.@T*098123456456 Change time limit date to ticketed information
T@ Delete time limit / ticket information

Once all the PRINT fields are added, this is how a Booking File will then look

DELNH N256303 AG 99339932 Z1DEC 1
1.1GURTA/PRAKASHIR - 2 F/1SHARMA/GMAS TX02DECOS 2
3. 16UPTA/VICKYMSTRXP - C07 .

1. SO 405 K- 13APR DELSIN HK2 0800 1610 0 :
2. SO 406 K 20APR SINDEL HK2 0215  0520- Dx :

UENDORE LOCATOR: DATA ERISTS x >xUL 4
SERVICE INFORMATION ERISTS sx
FONE-DELTXABC TRAVELS REF TINA 8351}12563/99}{ CTC 214587455 5
TKTG-TAU/THO1APR%1800HRS p
>

Explanation:

1) Z34HGA is the Travelport Galileo PNR followed by the sign on details and the creation date of this
Booking File.
2) Names of the passengers
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3) ltinerary of the passengers

4) *VL will display the airline PNR against this Travelport Galileo PNR and *SI will display
all the Service information data entered in the Booking File

5) Phone Field of the Booking File

6) The time limit entered in the Booking File

SENDING TICKET NUMBER TO THE AIRLINES

For sending the ticket numbers to the airlines either SSR or OSI ticket formats are used depending or
the bilateral agrecment with the carrier, To check the SSR/OSI TKNM format for each airline make
the following entry:

Format: GC*200/5/carrier code
Example: GC*200/5/BA

“CHAP 200-AIRLINE INFO  PAGE  5-TICKET NOTIFICATION
PARAGRAPH -BA

BA+ - BRITISH AIRWAYS - SSR

Special Service Requirement - SSR Format: -

Adding Ticket numbers in SSR format

Example: S1.51-4P1/TKNM*12512341234561

Where,

51-4 segments one through four -
P1 passenqer one ”
ITKNM* mandatory separator and code

1251234123456 tickel number for passenger one
1 check digit number of the ticket

Note: The check digit number is mandatory to be added in the SSR TKNM format. If segment -
numbers are not specified the ticket number is sent to all carriers in the itinerary which require the
SSR notification. -

Adding Conjunction ticket numbers, using the SSR format, to all airlines for more than one passenger

Examples: S1.51-2P1/TKNM*12512341234561/57/58
Where,

51-2 segments 1 and 2

P1 passenger one
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1251234123456 ticket number of passenger one

1 check digit number

157158 conjunction ticket numbers for passenger one

Itis very important to send the ticket numbers to the Airline in the correct format.
Adding ticket numbers to the airline for one passenger in OSI TKNM format:
Example: SLOW'TKNM 1251234123456

For adding conjunction ticket numbers for more than one passenger and multiple airlines using 0S|
TKNM format

Example: SLOW*TKNM12512341234561/57/58/59/60/61

Note: In OSI TKNM format we give the check digit number with the first ticket number of the

first passenger only, with the rest it is not required. Check digit numbers are required in SSR TKNM
format and in OS| TKNM format when there is a combination of domestic and international hookings
or in purely international bookings. In purely domestic bookings, Check Digit number is not required.

Check digit number is required with the first ticket number of each passenger and not with the
conjunction ticket numbers.

Few carriers require ficket number notification in both TKNO as well as the regular formats. For
these, the ticket numbers must be notified in both the formats.
Example: SIL.P1S1-4/TKNM*22054542001754

SLLH'TKNO 22054542001754

Delete SSR Ticket Numbers

S1.S1-3P1@ Delete ticket numbers from scgment one to three for passenger one
Delete OSI Ticket Number
slhi@ Delete ticket number on line number one

OSl formats do not get deleted from the airline system even if we delete them from the Travelport
Galileo system.

Redisplay Record
The data entered into a Booking File can be re-displayed on the screen by using this format:

‘R
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END TRANSACT HELP: HEET

It is mandatory to end the transaction in order to create and save a Booking File. End Transact
means saving the data entered. In response to the End Transact entry the Travelport Galileo PNR is

displayed.

Format: E End the Booking File.
ER End Transact and redisplay the Booking File.
IGNORE TRANSACTION

Ignore transaction is used if some data entered in the Booking File has been incorrectly entered ane
needs to ignored or if the Booking File is completed and a new one needs to be accessed or created.”
With ignore transactions; all the actions taken in the present transaction will be lost. X

Format: | Ignore =
The format IR can be used to Ignore Transaction and redisplay the Booking File. This entry is used
only in a saved Booking File. s
| RETRIEVING BOOKING FILE | &

Although there are various methods of retrieving Booking Files, the two most common methods arr-v
given below: -

Using the Record Locator (Travelport Galileo PNR) -

Format: *followed by Record Locator g
Example: *MJ3PS1 -

Using the Name of the Passenger

Format: *- followed by Surname Name of the passenger
Example *-GUPTA

If more than one booking exists with the specified surname, the list will be displayed with the trave'
dates. The following entry can be used to display the required Booking File.

o 4 to display the 7th Booking File in the name list

"L to redisplay the name list

Other methods

*24JUL-GUPTA to refrieve by date and surname of passenger
*9w454/24JUL-GUPTA by flight number, travel date and surname of passenger
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 Special Service requirement (SSR) ) ]

The function identifier is SI.

Special service requirements are used to send requests to the airlines for meals, excess baggage,
pet in cabin, cargo, wheelchair request etc. The standard codes are used to specify the kind of
service required on a flight. A few Service Request codes require free flow text to enable the airline to
take appropriate action,

All SSR request formats begin with SI. SSR codes are four character codes
A meal request can be made for selected passengers using P in the format and a request can be
made for selected segments by using S in the format.

[ MEAL REQUEST ] ] — HELP: HIMEAL ]

The entry to access meal descriptions is:  GC*200/9

= Window 1 :
CHAP 200-AIRLINE INFD PAGE ~ S-MEAL CODES

% % ¥ ¥ MEAL DEFINITIONS AND CODES % % % X

T0 OBTAIN SPECIFIC DETAILS ON REQUIRED MEAL:-TAB T0 CODE.
AND ENTER.

INFANT/BABY FOOD-->GPx3/BBML - KOSHER MEAL > GPRS/KSHE -
>6P%3/BLML- LOW CALORIE MEAL >GP%9/LCHL -

- >6P%3/CHML- LOW FAT/CHOLEST. >GP%S/EFTIE -

Y6P%9/DBHE < FRUIT PLATTER-.. >GP%3/FPHL -

< >6P%9/LSME -~ GLUTON FREE MEAL >GP%3/GFML -

The characteristics of a meal can be checked by tabbing to that option and pressing enter,
For example:

To check characteristics for Infant/Baby Meal tab to the option and press enter:




B TRAVEL & TOURISM

£ Window 1
CHAP 200-AIRLINE INFO PAGE 3-MEAL CODES

PARAGRAPH-BBML
BBML BBML - INFANT/BABY FOOD

CHARACTERISTICS =

USUALLY COMMERCIALLY PREPARED FOODS ARE BOARDED:-THESE CAN
INCLUDE-STRAINED- FRUITS/VEGETABLES/MEATS AND DESSERTS.

SOME AIRLINES PROVIDE A STANDARD BABY FOOD PACK OTHER
AIRLINES HAUE THE CATERER BOARD. THE JARS. OF BABY FOOD.

5
Format: Sl. followed by meal codes
Example: SIL.VGML This entry would request VGML for all passengers for all segments.

Passenger specific meal request

Format: SI.P followed by passenger number and meal code
Examples

SI.P1/VGML : To request VGML for passenger number 1
S1.P2.4/ CHML To request CHML for passenger numbers 2 and 4

Segment and passenger specific meal request

SILP1S1/ AVML . To request AVML for passenger 1 for segment 1
SI.P1S2-4/FPML: To request FPML for passenger 1 for segment 2, 3 and 4

Special Meals (SPML) and Infant Meals

Special Meal (SPML) request requires free flow text.

Example SI.P3ISPML"NO ONIONS AND NO GARLIC
Meal request for the infant:

SSR request for infanl passenger is always requested for the accompanying adult because Infan

passengers do not hold a seal.
Example S1.P151-2/BBML

Other Special Requests

To access the AIRIMP codes GC*200/7

Some Important AIRIMP codes are given below
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BSCT Baby Bassinet

FQTV Frequent Traveler
LANG Language

MAAS Meet and Assist
MEDA Medical Case

STCR Stretcher

TKNM Ticket Number
UMNR Unaccompanied Minor
WCHR Wheel Chair

Requesting Baby Bassinet.
SI.P1/BSCT requests a bassinet seal (BSCT) for passenger 1

Any special request from passenger

SI.P3/LANG*BENGALI ONLY language notification for passenger 3
Request for Wheelchair
SI.P251-2/(WCHR wheelchair (WCHR) request for passenger 2 for segments 1, 2
Request for Meet and Assist
SILP1S1/MAAS MAAS request for Passenger 1 for segment 1
Change / Delete SSR
SLP1@ deletes all SSR requests for passenger 1
SL.s1@ deletes all SSR requests for segment 1
SLP2s1-4@ deletes SSR requests of passenger 2 for segment 1 till 4
SI.P2S2/VGML@ deletes VGML request of passenger 2 for segment 2
| SEATREQUEST HELP: H/S. |

The Function Identifier is S.

The seat data field of a Booking File contains details of airline seats reserved in advance for
passengers. There are two types of seat requests, Generic seat request and Advance seat
reservation.

Advance Seat Reservation involves viewing the seat map and requesting a selected seat for the
passengers in lhe Booking File.




B TRAVEL & TOURISM

[0 vIew . seal map 10F e SA'S1
The enly o redisplay the o SA"

Screenshol of a svat iy

d K
S B
N R
W -
RN
NN
H,IW : =
RN ‘
MR NUR :
| T S -
3 ’




Reference Book |}

L Window 1
S: SEAT HAS MORE THAN % CHARACTERISTICS =

!/= SEAT DOES NOT EKIST AT THIS LOCATION
{@: SEAT ALLOCATED ON A CONDITIONAL BASIS

SC*NW
NW is the seat characteristic code displayed in the Seat map

SOl g

SPECIFIC SEAT CHARACTERISTIC DISPLAY
N: NON-SMOKING W: WINDOMW
>

Generic seat request

Generic seats are reserved for airlines, which do not provide seat maps.
S.NW non-smoking window seats
~ SINA non-smoking aisle seats
S.sw smoking window seats
S.5A smoking aisle seats

The above formats reserve seats for all passengers and for confirmed segments in the Booking File.

Passenger specific seat request

S.PZINW requests NW seat tor Passenger 2

S.P1.3-5/NA requests NA seat for Passenger 1, 3, 4 and 5

Segment and p- nyer specific seat request

S P1S1/NW requests NW seat for Passenger 1 for Segmen! 1

S.P251/NA requesls NA seal for Passenger 2 for Segment 1

S.81/5E-F Allot adjacent seats (5E and 5F) for segment 1 for both passengers
S.S1/5E/2K Sell separate seats (5E and 2K) for segment 1 for both passengers

Delete / Change Seats

S.@ delete all seat requests
SP1S1@ delete seat request for passenger 1, segment 1
S.P1-251-4@ delete seal request for passenger 1 and 2, segment 1 till 4
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OYY OPENY 1 MARDEL JAI NO1 Closedated & open carrier
Segment (ARNK - Arrival unknown)

4.2.5 Phonetic Alphabets M
Phonetic alphabetsareasocaled N

Telephony spdling Al phabets

rXQ T IOTmmOoOoOm>

0

Alfa

Bravo
Chalie

Ddta

Echo

Foxtrot (father)
Galf (Gold)
Hotd (Harry)
India

Juliette

Kilo

Lima

N<XsS<CH®WITOTO

Number zero

1 - Numberone

2 - Numbert

4.2.6 SSR and OSI
Special Service Request (SSR)

SSR's are messages which include a4 | etter code and which makerequest for a
specific serviceor facility. Thistype of message includesrequests such asonefor
avegetarian meal messageincludes (VGML). SSR messagesrequire confirmation
fromand preparation by theairline.

Other Service information Message (OSI)

An OS| message differsfrom an SSR in that it simply provides miscellaneous
information related to the passenger that may be of interest totheairline. Therefore
no action or confirmationisrequired.

SSR codes
AVML -
BSCT -

AsanVegetarian Medl
Baby cot/ bassinet

Mike
November(Navy)
Oscar

Papa

Quebec
Romeo (Rojer)
Serra(Sugar)
Tango

Uniform

Victor

Whisky

X -ray

Yanky

Zuu
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BBML - BabyMed

BULK - BulkyBaggage

BLND - BlindPassenger

CBBG - CabinBaggage

CHML - ChildMed

DERA - Deportee

DEPU - Unaccompanied Deportee

DEAF - Deaf Passenger

DBML - Digbeticmed

FQTV - Freguenttraveer information

FRAG - FragileBaggage

MAAS - MeaandAssst

NSSA - NonSmokingadeseat request

NSSW - Nonsmokingwindow segt request

PETC - Passenger Travellingwithapetinthecabin

RQST - Specificseat request

SMSA - SmokingAideseat

SMSW - Smokingwindow sest

LANG - LanguageAssistancerequired by Passenger

STCR - Stretcher Passenger

SPML - Specid med requested

TWOV - Passengerintrangtwithout avisa

UMNR - Unaccompanied Minor

VGML - Vegetarian meal requested

WCHS - Whedcharrequired ASAP - AssoonasPossible
XBAG - Excessbaggage AUTH - Authority, authorize
Other Airline terminologies CHG - Change

ADT - adult CHD - Child

ACK - Acknowledge CFY - Claify

ADV - Advised, Advisng CONX - Connection, connecting
AGT - Agent, Travel Agent  DEP - Depart, departed,departure
ALTRN - Alternaive DAPO - Dodlposshle
ARR - Arrive FRAV - FHFrdavalade
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INAD - Inadmissiblepassenger Record

INF - Infant RPT - Repeat

KK - Confirm REQ - Request

NN - Need REASSASPO - Resarvationas

NTBA - Namestobe soonaspossible
advised STVR - Stopover

NOSH - No Show TKNO - Ticket Number

ORIG - Origin,Originaing TRAV - Travdling

PSGRor PAX - Passenger UM - Unaccompanied

PNR - Passenger Name Minor

VIP - Very Important Passenger

WL - Waitlised

4.2.7 BSP (Billing and Settlement Plan)

BSPaimsto simplifying the selling,reporting and remitting proceduresto IATA

Accredited Passenger SalesAgents

Thekey feature of the BSPisthe neutral standard Traffic Document whichisused

by IATA Accredited Travel Agents on behalf of all participating BSP airlines

represented

BSP usesthe services of €ectronic DataProcessing Centres (DPC) to compute:

*  Billingsand monetary amountswhich agentsremit to the appointed clearing
Bank;

e Thedivison of theseamountsby the clearing bank for settlement amongst the
arlines

By using BSP procedures, both airlinesand agentsimprove service standardswhile

savingtime, effort and costs

IATA has been providing settlement systemsservicesto thetravel industry since

1971. Thel ATA Settlement Systems (ISS) provide cost effective settlement services

to boththeairlineindustry and other travel ,trangportation and tourismindustry sectors.

ThelSSnetwork ismadeup of Billing and Settlement Plans(BSP) on the passenger

sideand Cargo Accounts Settlement Systems(CASS) onthecargo side. The BSPs

and CASSesprovidesmplified saling, reporting and settlement of sdlesmade by

IATA Agentsand certain other salesintermediaries, aswell asimproved financial

control and cashflow for participating airlines.

TheBSPwasformerly caled thebank Settlement Plan because of theintroduction

of an appointed clearing Bank for each BSP country.



Reference Book |}

Advantages of BSP

A centralized sourcefrom which thesetraffic documentsare supplied which
automatesther provision

Simplified paper work and less overhead costs by thereplacement of multiple
salesreportsby asingleAgency SdesTransmitta (AST) submittedto acentra
BSP DataProcessing Facility (DPC)

Singleset of Standard Administrativeformsto be used on behalf of all BSP
Airlines
Onecentra point (processing centre)to which reportsand remittances are sent

Theuseof most modern automated ti cketing systems, thereby economizingin
timeand money while presenting the passenger with aclear and legibleticket

Greater document security. A singlestock of traffic documentsfacilitates safe-
keeping for agents, i.e, less space is needed for storage and inventory be-
comessimpler and more secure

Significantly improved cash flow

Better financia controlsand reduced exposureto lossesfrom agency failures
Better sdesand marketingintdligence

Moretargeted sales efforts

Eas er introduction of new technologies such asthenew EARS (Electronic
Agent Reporting System)

Detailing of Practicals

Map work - IATA Codesfor citiesand Airports,Routing

Vidgt SevaKendra/lPassport SevaK endraand familiarizewiththeAmenitiesat
theAirports.

Practicingin GDS
Practicing PNR cregtionin GDS (AMADEUS/GALILEO)
Travel portas. Makemy trip, Yatra.com, Travel advisor.

Assessment Activities
ResarvationinonlineportdGDS
Creation of profilein IRCTC website
Record work

Map work

Feldvist report ononlineservices
TE Questions

1.
/2 Comment about BSPand itsadvantages
<

List out thestepsin PNR creationusing GALILEO system
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Unit - 3
MARKETING AND RECENT TRENDS IN TOURISM

Introduction

Thistopic enablesthe studentsto know about tourism marketing, tourism products
and characteristics, marketing mix, 7 P's of marketing, market segmentation,
promotion, and promotional tours, recent trendsin tourism, social media, blogs,
virtua tourism - deal sand discounts- green friendly travel

Learning outcomes

Thelearner:

e Understandsthe concept of Tourism Marketing

»  Distinguishes Tourism Productsfrom other products
e UnderstandsMarketing Mix and 7 Psof Marketing
*  Understandsthe Market segmentation methods

e Ligtsthepromotional tools

*  Understandsabout therecent trendsin tourism
Detailing of concepts

4.3.1 Toursim Marketing

Marketing tourism productsisdifferent from most other products becausewnhat is
being sold isconsumption of an experiencerather than atangible product . The
product isprimarily service based.

Krippendorf definestourism marketing " asthe systematic and coordinated execution
of businesspaliciesby both private and public sector tourism organi zations operated
at local,regiond, nationd or internationd leve to achievethe optimal satisfaction of
the needs of identifiabletourist groupsandin doing so to achieve and appropriate
return”

4.3.2 Unique features of tourism product
* Intangibility * Peighability

e Inseparability * Heterogenety
4.3.3 Major steps in Tourism Marketing
0 Marketresearch

0 Productformulation

0 Product devel opment

0 Productdistribution
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4.3.4 Marketing Mix

Marketing mix isone of the major componentsof marketing.
7PsMarketing

Product, Price, Place, Promotion, People,Process, Physical evidence.
4.3.5 Tourism Market segmentation

I dentifying tourism customersand deciding on how to meet their wants and needs,
learn moreabout the customers, making the heterogeneous market into ahomogenous
market. It isthe processthrough which potential customerswith similar needsand
characteristics are grouped together so that a tourism organization can apply
marketing strategiesfor the sel ected market segment efficiently.

Why Market is Segmented-

*  Travel marketistoolargetoreach efficiently

»  Travel marketistodiversetocommunicate

*  Breakingupthemarket will makeit easier to manage

4.3.6 Benefits of Market Segmentation

0 Understand the needsand wants of customers

0 Allocatemarketing expensesefficiently

0 Further development of productsor services

o0 Develop marketing strategiesmore precisaly

4.3.7 Criteria used for Dividing Market Segments

0  Geographic Segmentation - grouping potentia customersbased ontheir loca-
tion; oldest and simplest basisfor market segmentation

0  Psychographic Segmentation - grouping on how they live, their priorities, their
opinions, ther attitudesand ther interests
Persondity - introvert/extrovert, cognition, innovativeness
Demographic Segmentation - gender, age, ethnicity, occupation, educational
level, income, household sizeand family Situation
Socio-Cultural Segmentation - religion, socid class, family lifestyle, status
Product-Related Segmentation - benefits people seek inthegood or service,
theamount of good or service used and degree of company loyaty

4.3.8 Tourism promotion

One of thefour eementsof marketing, that is, price,product,promotion and place,
promoation refersto themeans or communication isestabli shed between the buyers
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and the sellers so asto influence, inform or persuade the purchasing decision of
potentia buyer.

Promotion can betwo types.

Abovethelinepromotion: Thistypeof promotion basically refersto massmedia,
that isnew paper, television, radio mobilephones,internet etc.

Belowline promotion: Rest of themeasures of promotion includeinthiscategory.
Thesetypeof promotion measures marequite subtle and consumer does not come
to know that the promotionistaking place.

A promotion mix iscreated by the specification of fiveedements. Theseare
Persond sdling

Sdespromotion

Publicrdation

Direct mail

Tradefaresand exhibitions

Advertisng

Sponsorship

Persond sdling

To manage persond customer relationship, persond sdllingisan effectiveway. The

saesperson actson behdf of theorganization. Intheapproachesand techniques
of persond sdlling they tend to bewel | trained

Sales promotion tools

Thefollowing are someof the salespromotion tools.

Publicrelations:. Itisadeliberate, planned, and sustained effort to establish and
mai ntain mutua understanding between an organization and the public.

Direct mail: Based upon adatabasedirect mail isahighly focused approach on
targeting consumers.

Tradefaresand exhibitions: For making new contacts and renewing old one such
approachesarevery effective. At such eventscompanieswill seldom sall much but
the purpose of these events enhance awarenessto encouragetrail.

Advertisement: A"Padfor" communication advertisingisamediumthatisusedto
devel op attitudes, creation of awarenessand transmission of information so asto
gain responsefrom thetarget market. A widearray of advertising mediasuch as
newspapers magazines and journal stelevision, cinema,outdoor advertising are

includedin advertising.
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Sponsorship: Where an organi zation paysto be associ ated with aparticul ar event,
causeor imageisreferred to as sponsorship.

Tourist information documents: The primary role of tourism advertisngisto have
tourist information documentslike brochures, leaflets and cataloguesin term of
usefulness. Degreeof useand effectiveness. All of them aredesigned and distributed
by agencies, unit accommaodation, resortstourist areas, trangport companies, tourists
officesetc.

Brochures. Brochuresisastandard communi cationto and currently themost popular
way to promotetourism products through advertising. Advantages of brochures:
Brochures are easily accessible to prospective clients in terms of condent and
transmission. Brochuresare convienent to study and they can be examined by the
customer dongwiththeir fanmily or friendswhen ever they havefreetimesto do so.
Brochuresmay beinteresting when presented a ong with photos and descretions of
various attractive destinations. Compared to other media brochures are quite
advantageousintermsof costsand they can easily distributedin variouspartsof the
world.

Travel catalogues: Travel catalogues are also designed in the same manner of
brochures. The structure of thesetravel catalogues wherein each |eaflet of the
catalogue is designed in such away that complete information about a tourist
destination, itslocation amenitiesfacilities offered, way to reach other shopping
facilities, touristsattractions, etc.

Guides: Guidesplay amagjor rolein dissemination of information about destination
and its plus points. They are the people who can offer authentic and relevant
informationtothetourigsabout varioussites, routesto reech theredestinationinduding
maps, etc.

Eg. Roughguides, londly planet.

Ledflet or Ryer: Aflyerisaform of pgper advertisement intended for widedistribution
and typically posted or distributed in apublic place, handed out to individuals or
sent throughthemail. Theleaflet isdesigned in such away to explain aparticular
event, trip organi zation opening up of atravel agency restaurant, hotel, etc. It may
bedesigned suchthat it appearsto be publicity release.

Display advertising: Inthefield of tourism display advertisingisoneof the oldest
tourism promotiontools. Thesegaint hoardingsattractsattention of peoplereadily
and these can be displayed invariety of ways.

Tourist maps: Their utility in guiding tourist isthe, mg or advantage of thesetools
whereininformation isoffered for accommodation and mealschoosing aparticular
routesof trave to certain places. They providesall information about typeof terrain,
routes and transport routeswhether thereareroads, rail, sea, etc.
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Sign posts. Totry potential customersand makeit possibleto sell holidays. Sign
postsfulfill amgor rolefor tour operatorsand providers, and providedirection.

4.3.9 Familiarise with some of the major Travel Ports and
Travel Apps:

a.  MgorTravel portas:

« Travdocity
e Tripadvisor
* Cleartrip

e Makemytrip
e Expedia

e Ixigo

* Yara

b. Trave and TourismApps.
» Highttrack - for trackinginternationa flights
« weatherPro - for weather reports
» XECurrency - for currency conversions
e Skyscanner - for worldmate
o Ubertaxi
o Tripit
Detailing Practicals
*  Prepareachart of Marketing Mix
e Prepare PPT/Chart - features of tourism products
*  Prepareinternationd tourist arrivasinexcel format-graphs.piediagram etc.
e Introductionto Html
*  Webpagecreation
e Prepareindividual Blogsof Studentson tourism.
e Familiarise withApps.usedintravel industry.
*  Practiceinonlinetravel web siteslike IRCTC, yatra, clear trip, etc.
Assessment Activities
e Prepareachart rdatingto marketing mix
*  Featuresof tourism products
e PPT of promotional tours
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1.
2.

Extended Activities

Cdculatethetota transporting timeusing thegiven datas

1.

Prepareexcel based oninternationa tourist arrivals
Prepare brochuresin photoshop
Prepareindividual blogsof studentsontourism
FamiliarisswithAPPsused intrave industry

TE Questions
Draw awhedl diagram showingthe 7 P'sof Marketing
Mention thevarious market segmentationsin Tourism

3. What isatourism product? Represent the characteristicsin achart

[ Departure - DEL

SCT (+0530)

Date 29 March

Local time0745 |

[Arrivai -PAR

SCT (+0100)

Date29 March

Local time 1300 |

Give thecommandsusedin GDSto createaPNR for Mr. Sachin Tendulkar
whowishestotravel inthefollowingitinerary

Travel date- 28 May

Travel sector - DEL -BOM
Travel Agent - Mr. Mohan

Akbar travels Mumbai
IATA code 2345567
Phone no 9445666780
Distinguish atourism product from other productswithitspeculiaritiesin table
format
, Tourism product Other products |
Ownership of the product Ownership of the product remains
remainswith the producers withthe buyer
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List of Practicals
PPT - typeof journey with examples
FeldvisttoAirports
Visit Tourist Reception Centre of KTDC and CRS
PPT presentation of air travel organizations
Roleplay of Check-informalities
Preparation of chart showing World TimeZones
Introduction to Internet usage
Networking, Browsing skill and fundamental sof Web designing
Website crestion of atourismfirm.
Map work - IATA Codesfor citiesand Airports,Routing

Vidt SevaKendra/Passport SevaKendraand familiarizewiththeAmenitiesa
theAirports.

Practicing GDS

Practicing PNR creationin GDS (AMADEUS/GALILEO)

Travel portas: Makemy trip, Yatra.com, Travel advisor.

Prepareachart of Marketing Mix

Prepare PPT/Chart - features of tourism products

Prepareinternationd tourist arrivalsin excel format-graphs.piediagram etc.
Prepareindividua Blogsof Studentson tourism.

Familiar withApps.usedintravel industry.

Practiceinonlinetravel web siteslike IRCTC, yatra, clear trip, etc.
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