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MAJOR CONCEPTS/ CONTENT:  The purpose of this programis to prepare
students for enploynent as reservation and transportation ticket
agent (OES 53805)and to provide supplenental training for those
persons previously or currently enployed in this occupation

The content should include, but not be limted to, selling,
transporting, storing, advertising, displaying, and planning
travel services.

Li sted bel ow are the courses that conprise this program when
of fered at the secondary |evel:

8845210 - Travel Agency Operations 1
8845220 - Travel Agency Operations 2
8845230 - Travel Agency Operations 3

LABORATORY ACTI VITIES: Laboratory activities are an integral part
of this program Specialized equi pnent shoul d be avail able for
training in a travel agency |laboratory setting, to include
conput er training and cal cul ator training.

SPECI AL NOTE: DECA, “An Associ ation of Marketing Students”
(secondary), and Delta Epsilon Chi, “An Association of Marketing
Students” (post secondary), are the appropriate career and
techni cal student organizations for providing | eadership training
and for reinforcing specific career and technical skills. Career
and Techni cal Student Organi zations, when provided, shall be an
integral part of the career and technical instructional program
and the activities of such organizations are defined as part of
the curriculumin accordance with Rule 6A-6.065 (8), FAC



Cooperative training (QJT), 8800410/ MB99990/0208.999CP, or Cui ded
Wor kpl ace- Lear ni ng, 8300430/ D886300/ 1098. 8630CP, are highly
recomended to use with this program as a work-based | earning
experience. Wien QJT is offered, each student is required to have
a training agreenent and a training plan, signed by the student,
par ent / guar di an, teacher/coordi nator, and enpl oyer. The training
pl an shall include a diverse list of instructional objectives and
on-the-job and in-school |earning experiences. The workstation
shall reflect equipnent, skills, and tasks relevant to the
occupation the student has chosen as a career goal. The student
must receive conpensation for work perforned.

VWhen Cui ded Workpl ace-Learning is offered, the student is all owed
to work a maxi num of 450 hours and nust participate, with the
wor k- based | earning site supervisor, in a preplacenent conference.
A wor k- based | earning plan nmust be devel oped to include the

| earni ng obj ectives, nethods of |earning, activities/
responsibilities, tine required, provisions for supervision, and
met hod(s) of student evaluation. Students nust al so neet a

m ni mum of once per week for the purpose of related instruction
and devel opnental activities. Enploynment nmay be either paid or
unpai d. (For additional information consult the Gui ded Wrkpl ace-
Lear ni ng franmework.)

It is highly recoomended that for every 20 students (or portion
thereof) enrolled in Marketing QJT and/or CGui ded Workpl ace-
Lear ni ng, the teacher/coordi nator be given a m ni num of one hour
of QJT-coordination release tine per day for the purposes of
visiting students on the job and managi ng the cooperative nethod
of instruction.

The teacher/coordinator should visit each training site for the
pur pose of observation a m ni mum of once during each grading

peri od, preferably while the student is actually working. A second
contact each grading period for the purpose of evaluating the
student's progress in attaining the conpetencies listed in the
wor k- based | earning plan/training plan is highly recommended.

In accordance with Rul e 6A-10.040, FAC, the m ni num basic-skills
grade levels required for adult vocational students to exit this
program are: Mathematics 9.0, Language 9.0, Reading 9.0. These
grade-| evel nunbers correspond to grade-equival ent scores obtai ned
on one of the state-designated basic-skills exam nations. |If a
student does not neet the basic-skills level required for

conpl etion of the program renedi ati on should be provided
concurrently through Vocational Preparatory Instruction (VPl).

Pl ease refer to the Rule for exenptions.

VWhen a secondary student with a disability is enrolled in a
vocational class with nodifications to the curricul um franmework,
the particul ar outcomes and student performance standards that the
student nust master to earn credit nust be specified on an

i ndi vidual basis. The job or jobs for which the student is being
trained should be reflected in the student’s desired postschoo
outcone statenment on the Transition |Individual Educational Plan
(Transition | EP)

SCANS Conpetencies: Instructional strategies for this program nust
i ncl ude nmethods that require students to identify, organize, and
use resources appropriately; to work with each other cooperatively




and productively; to acquire and use information; to understand
soci al, organi zational, and technol ogi cal systens; and to work
with a variety of tools and equipnment. Instructional strategies
must al so incorporate nmethods to i nprove students' persona
qualities, higher-order critical thinking skills, and problem
solving, technical, and literacy skills.

To be transferabl e statew de between institutions, this

program course nust have been reviewed, and a “transfer val ue”
assigned the curriculumcontent by the appropriate Statew de
Cour se Nunbering Systemdiscipline coomittee. This does not
preclude institutions from devel opi ng specific program or course
articulation agreenments with each ot her

VWen offered at the postsecondary adult vocational level, this
program may be offered in courses. Vocational credit shall be
awarded to the student on a transcript in accordance with Section
230.643 F. S

| NTENDED OQUTCOVES: After successfully conpleting the program the
student will be able to:

01.0 Denonstrate enployability skills.

02.0 Denonstrate human rel ations skills necessary for success in
travel agency occupations.

03.0 Denonstrate proficiency in applying conmunication and
technol ogy skills.

04.0 Plan a career or career |adder in the travel industry.

05.0 Denonstrate an understandi ng of entrepreneurship.

06.0 Perform nerchandi sing math operati ons unique to travel
servi ces marketing.

07.0 Apply sales pronotion techniques and procedures to the
mar keting of travel services.

08.0 UWilize effective selling techniques and procedures.

09.0 Denonstrate product and service technology as it relates to
travel .

10.0 Denpnstrate role of the manager



The followi ng diagramillustrates:

TRAVEL AGENCY OPERATI ONS
8845200/ MB11050/ 0208. 110500

DATA CODE- A
—
Travel Agent
TRAVEL AGENCY OPERATI ONS 3 DOT 252. 152-010
8845230
TRAVEL AGENCY OPERATI ONS 2
8845220
TRAVEL AGENCY OPERATI ONS 1
8845210

(3 Credits/ 450 Hours)




July 2001
Fl ori da Departnment of Education
STUDENT PERFORMANCE STANDARDS

Program Titl e: Travel Agency Operations
Secondary Nunber: 8845200
Post secondary Nunber: MB11050

OCCUPATI ONAL COVPLETI ON PO NT A
TRAVEL AGENT - DOT 252.152-010

01.0 DEMONSTRATE EMPLOYABI LI TY SKILLS--The student will be able to:
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01.

01.

01.

01.

01.

01.

01

02
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Identify and utilize resources used in a job search (e.qg.,
net wor ki ng, newspaper, Internet). LA A1.4.1, LAAl1l.4.2

LAAL1.4.3 LAALlL44 LAAZ2.4.1 LAA2.4.2 LAAZ24.3
LAA2.4.4, LAA2.45 LAAZ2.4.6, LAA2.4.7, LAAZ2.4.8,
LA B 1.4.1, LAB1.4.2, LAB1.4.3, LAB241 LABZ24.2,
LA.B.2.4.3, LAB.2.4.4, LAC1.4.3, LAC1l.4.4, LAC2.4.1,
LA D1.4.2, LAD1.4.3, LAD2.4.1, LAE246, MAA3.4.2
SC.H3.4.5 SCH3.4.6, SS.D.1.4.1

Di scuss inmportance of drug tests and crim nal background
checks in identifying possible enploynment options.

LAAL1 41 LAAL42 LAAL143 LAAL4L44 LAB1L14.1,
LA B 1.4.2, LAB.1.4.3, LAB2.4.2 LAB244 LAC1.4.1,
LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.4, LAC3.4.5,
LA D1.4.2, LAD1.4.3, LAD?2.4.1, LAD2.4.4, LA D 2.4.5,
SC.H3.4.1, SCH3.4.3, SSA5.4.7

Identify steps in the job application process including
arrangi ng for references and proper docunentation (e.g.,
green card). LA A1.4.1, LAA1l.4.2 LAA1143,

LAALl 4.4 LAA2.4.1 LAAZ2.4.2 LAA2.4.3, LAAZ2 4.4
LA A2.4.5 LAA246, LAA2.4.7, LAA2.4.8, LAB1.4.1,
LA B 1.4.2, LAB.1.4.3, LAB2.4.1 LAB242 LABZ24.3,
LA B.2.4.4, LA C1.4.3, LAC1.4.4, LA C2.4.1, LAD1.4.2,
LA D1.4.3, LAD24.1, LAEZ246, MAAS541 SCH3.4.6
Identify procedures and docunents required when applying for
ajob (e.g., application, W4, 1-9). LA A1l1l4.1,

LAAL1 4.2 LAAL1L43 LAALA44 LAA2.41 LAAZ2.4.2,
LAA2.4.3 LAA2.4.4 LAAZ2.4.5 LAA2.46, LAA2.4.7,
LA A2.4.8 LAB1.4.1 LAB1.4.2 LAB1.43 LABZ24.1,
LA.B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C1.4.3, LAC1.4.4,
LAC2.4.1, LAD1.4.2, LAD1.4.3, LAD24.1, LAEZ24.6,
MA. A 5.4.1, SC.H3.4.6, SS.A5.4.7

Prepare a resune (electronic and witten), letter of
application, followup letter, acceptance/rejection letter,
letter of resignation, and letter of reconmendation.
LAA1.4.3 LAB1.4.1 LAB1.4.2 LAB1.43 LABZ24.3,
LA B 2.4.4, VAA1l.4.1, SCH3.4.2
Identify and denonstrate appropriate dress and groomning for
empl oynent. LA A 2.4.4, LAA2.4.7, LAA24.8 LAC3.43
SC. H. 3.4.3
Identify and denonstrate effective interview n
(e.g., behavioral). LA A1.4.3, LAC1.4.1, L
LA C3.4.1, LAC3.4.2, LAC3.4.3 LAC344,
LA.D1.4.2, LA .3, LAD2.4.1, MVAMA1l.4.1
4.3

kills
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.D.1.4.1,
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01.
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LA B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C1.4.3, LAC1.4.4,
LAC2.4.1, LAD1.4.2, LAD1.4.3, LAD24.1, LAEZ24.6,
SC. H. 3.4.3

Identify how to prepare for job separation and re-

empl oynent. LA A1.4.1, LAA1.42 LAA14.3 LAALlA4 A4
LAA2.4.1 LAA2.42 LAAZ2.4.3 LAA2.4.4, LAAZ2.4.5
LA A2.4.6, LAA2.4.7, LAA2.4.8, LAB1.4.1 LAB14.2,
LA B 1.4.3, LAB2.4.1, LAB 242, LAB243, LAB24.4,
LA C1.4.3, LAC1l.4.4, LAC2.4.1, LAD1.4.2 LAD1.4.3
LA D241 LAE246, SCH3.4.5

Create and maintain a portfolio of documents for job

pl acenent (e.g., resume, letters of recommendati on, awards,

evi dence of
activities,

participation in school/conmunity/vol unt eer

enpl oyer evaluations). LA A 1.4.3, LA B 1.4.1,
LA B 1.4.2, LAB.1.4.3, LAB2.4.1 LAB242 LABZ24.3,
MA.A1.4.1, MAAL1l44 SCHZ3.4.5 SCH3.4.6

Identify and practice stress nanagenent and rel axation
techniques. LA A1.4.1, LAA1 42 LAAL14.3 LAALlA4 A4,

LAA 241 LAAZ2.4.2 LAA2.4.3 LAAZ2 4.4, LAAZ2.4.5,
LA A 2.4.6, LAA2.4.7, LAA2.4.8 LAB1l.41 LAB14. 2
LA.B.1.4.3, LAB.2.4.1, LA B.2.4.2, LAB.2.4.3, LA B.2.4.4,
LA.C1.4.3, LAC1.4.4, LAC2.4.1, LAD1.4.2, LA D 1.4.3,
LA.D.2.4.1, LAE 2.4.6

Di scuss inportance of practicing positive custoner service
skills. LA A1.4.3, LAB1.4.1 LAB1.42 LAB1.4.3,
LAC1.4.1, LAC1l.4.2, LAC1.4.4, LAC3.4.1, LAC3.4.2

DEMONSTRATE HUVAN RELATI ONS SKI LLS NECESSARY FOR SUCCESS | N TRAVEL

AGENCY OCCUPATI ONS- - The student will

be able to:

02.01 Denonstrate ability to work cooperatively with team nenbers,

02.
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02.
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02.
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supervisors, and custoners fromdiverse cultura
backgrounds. LA A 1.4.3, LA C.3.4.2, LAD1.4.1,
LAD1.4.2, LAD1.4.3

Defi ne and di scuss issues involving gender equity,
disability, and age. LA B.2.4.1, LA B.2.4.2, LA B 2. 4.
LA B.2.4.4, LAC3.4.1, LAC3.4.2, LAC3.4.3, LAC3
LA.C.3.4.5 LAD1.4.1, LAD1.4.2, LAD1.4.3
Denonstrate interpersonal skills (e.g., courtesy,
being a teamplayer). LA C1.4.3

Identify and define friendliness, adaptability, enpathy, and
politeness as relates to business. LA B.2.4.1, LA B.2.4.2,
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2, LA C3.4.3,
LA.C.3.4.4, LA C3.4.5

Expl ai n concepts of integrity, credibility, reliability,
perseverance. LA A 1.4.3, LA B1.4.1 LAB1l4. 2,

LA B.1.4.3, LAB.2.4.1, LAB.2.4.2, LAB.2.4.3, LAB. 2. 4.4,
LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.4, LAC3.4.5
Denonstrate personality traits inmportant to business (e.g.

i nterest, enthusiasm honesty, responsibility, flexibility).
Mai nt ai n prof essi onal personal appearance and attitude.
Denonstrate ability to use creative problem sol ving

deci si on-naki ng, and critical thinking strategies.

LA A 24,7, LAA 2. 4.8

Denonstrate sel f-managenent, initiative, and multi-tasking.
Expl ai n concepts of self-understanding, self-esteem and
self-imge. LA A 1.4.3, LAB1.4.2 LAB1.4.3 LAB24.1,

31
4.4,

| oyalty,



03.

0

02.
02.

02.

02.

02.

02.

02.
02.

02.

11
12

13

14

15

16

17
18

19

LA.B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C3.4.1, LAC3.4.2
LA.C3.4.3, LA C3.4.4, LAC3.4.5

Denonstrate professional behavior and etiquette. LA D.1.4.2
Denonstrate respect for the opinions, custons, and

i ndi vi dual differences of others. LA D 1.4.2, LAD1.4.3
Set personal and career goals and develop a plan of action
to achieve those goals. LA B.2.4.2, LAA2.4.4

Identify areas where personal and professional change and
adj ustment may be necessary. LA A 1.4.3, LA B.1.4. 2,
LA B.1.4.3, LAB.2.4.1, LAB2.4.2, LA B2.4.3, LAB2
LA C3.4.1, LAC3.4.2 LAC3.4.3 LACS3.44 LACS3
Denonstrate ability to offer and accept feedback

LA.C. 3.4.2

Identify and practice stress nmanagenent and rel axation
t echni ques.

Mai ntain confidentiality of business matters.

Support and foll ow conpany policies and procedures (e.g.
attendance, tardi ness, returns).

Devel op and denonstrate human rel ations skills needed for
successful entry and progress in the travel agency industry.
LA C1.4.3, LAC3.4.2 LAD1.4.2

4.4,
4.5

DEMONSTRATE PRCFI CI ENCY | N APPLYI NG COVMUNI CATI ON AND TECHNOLOGY

SKI LLS--The student will be able to:

03.01 Discuss the role conmunication plays in the travel indust

03.

03.

03.
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ry.
LAA1.4.3, LAB1.42 LAB1.4.3 LAB241 LABZ24.2
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2 LAC3.4.3
LA.C.3.4.4, LA C3.4.5

Identify and apply effective conmmuni cation techni ques (e.
verbal, nonverbal, witten, electronic). LA A1l 4.3,

LA B 1.4.2, LAB.1.4.3, LAB2.4.1 LAB242 LAB24.
LA.B.2.4.4, LA C3.4.1, LAC3.4.2, LA C3.4.3, LAC3.4.
LA.C. 3.4.5

Denonstrate ability to read and conprehend witten
comuni cations. LA C. 3.4.1, LA C.3.4.2, LA C.3.4.3

LA.C. 3.4.4

Denonstrate ability to speak effectively to custoners/
clients, co-workers, supervisors, and vendors, using
grammar and term nol ogy appropriate to the industry.
Denonstrate effective tel ephone and e-mail techni ques and
etiquette/netiquette in a business situation. LA B.2.4.4,
LA C1.4.3, LAC3.4.2

Denonstrate active |listening strategies that inprove
under st andi ng and performance on the job. LA C 1.4.1,

LA C1.4.2, LAC1.4.3, LAC1.4.4

Create and deliver a business-related presentation using
presentation software. LA B.2.4.1, LA B 2.4.2, LA B.2.4.3,
LA.B.2.4.4, LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.4
Di scuss i nmportance of providing clear directions,
descriptions, and explanations. LA A 1.4.3, LAA24.1
LA A2.4.4, LAB1.4.2 LAB1.4.3, LAB241 LAB?2
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2 LACS3

g.,
31
4

4.2
4.3

LA.C.3.4.4, LA C3.4.5

Identify conponents of an prepare an itinerary. LA A 1.4.3,
LA B 1.4.1, LAB1.4.2, LAB1.4.3, LAB241 LABZ24.2
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2 LAC3.4.3



LA.C3.4.4, LAC3.45 M A1.41 NMAAL42 MAI1LA44
MA.B.1.4.2, SC.H1.4.7

03.10 Devel op networking skills to expand busi ness/social contacts
within the travel industry.

03.11 Di scuss nethods of handling customer conplaints concerning
travel problems. LA A 1.4.3, LA B 1.4.2, LAB1.4.3
LA B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB2.4.4, LA C3.4.1,
LA.C3.4.2, LAC3.4.3, LAC3.4.4, LA C3.4.5 LAEZ24.1,
LA E 2.4.2

03.12 Conpose business letters, nmenorandum fax, and e-mai

regardi ng paynents, conplaints, orders for supplies, and
ot her business-related concerns. LA A 1.4.3 LAB1l.4.1,
LA B.1.4.2, LAB.1.4.3, LAB 241 LAB242 LABZ24.3

LA.B.2.4.4

03.13 Interpret business policies to custoners/clients.
LAA 2. 4.7, LAA24.8

03.14 Denonstrate ability to | ocate, understand, and interpret
i nformation found in trade journals, manuals, graphs,
schedul es, charts, diagrams, maps, and Internet resources.
LA A 2. 4.4, LAA2.4.6, LAA2.4.7, LAA2.4.8, LAB 2 4.4,
LA.C.3.4.3, VAA4.4.1

03.15 Denonstrate ability to extract the necessary information
about travel needs of clients.

03.16 Denonstrate mastery of a conputer reservation system

04.0 PLAN A CAREER OR CAREER LADDER I N THE TRAVEL | NDUSTRY- - The st udent
wll be able to:

04.01 Describe travel-rel ated enpl oynment opportunities.
04.02 Identify and describe your own travel -rel ated career goals.
04.03 Identify steps and tinme franes for obtaining career goals.

05.0 DEMONSTRATE AN UNDERSTANDI NG OF ENTREPRENEURSHI P- - The st udent wil |
be able to:

05.01 Define "entrepreneurship.” LA A 1.4.2, LA A 1. 43,
LAA2.4.4, LA A 248 LABZ24.4 SS.D.1.4.1, SS.D.2.4.1
SS.D.2.4.2, SS.D.2.4.3, SS.D.2.4.4, SS.D.2.4.5

05. 02 Describe inmportance of entrepreneurship to the American

econony.
05.03 Identify characteristics, aptitudes, and skills of
successful entrepreneurs. LA A 1.4.1, LA A1.4. 2,

LAAL1.4.3 LAALlL4 4 LAAZ2.41 LAA2.42 LAAZ2.4.3
LAA2.4.4 LAA2.45 LAAZ2.4.6, LAA2.4.7, LAA2.4.8
LA B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB.2.4.4, LAC1.4.3
LA C1.4.4, LAC2.4.1, LAD1.4.2, LAD1.4.3, LAD2.4.1,
LA E 2.4.6, SS.D.1.4.2

05. 04 List advantages and di sadvant ages of busi ness owner shi p.
LAAL141 LAAL1L42 LAAL143 LAALl4L4 LABZ2.4.2
LA B.2.4.4, LA C1.4.3, LAC3.4.1, LAC3.4.2 LAC3.4.3
LA.C3.4.4, LA C.3.4.5 LAD1.4.3, LA D241, LADZ24.4,
LA.D 2.4.5 SS.D.1.4.1, Ss.D.2.4.1

05.05 Identify risks involved in ownership of a business.
LAAL1 41 LAAL42 LAALA43 LAAL4LA4 LAAZ24.1,
LAA2.4.2 LAA2.4.3, LAA2.4.4, LAA2.45 LAAZ2.4.6
LAA2.4.7, LAA2.4.8, LABZ241 LAB242 LABZ24.3,
LA B.2.4.4, LA C1.4.3, LAC1.4.4, LA C2.4.1, LAD1.4.2,
LA D1.4.3, LAD2.4.1, LAE2.4.6, SS.D.1.4.2

05.06 Analyze current travel-related entrepreneurial trends in the

mar ket pl ace.



06.0 PERFORM MERCHANDI SI NG MATH OPERATI ONS UNI QUE TO TRAVEL SERVI CES

07.

08.

0

0

MARKETI NG - The student will be able to:

06.01 Perform addition, subtraction, multiplication, division
rati os, and percentages as they relate to air travel,
| odgi ng, car rentals, tours, and cruises. NA A 1.4.1,
MAA1.4.2, MVAAL1.43 MLAL1l 4.4 NAB1.4.3 M.B3.4.1,
MA.E1.4.1, MAE1l42 ME14.3

06. 02 Apply problem sol ving techniques to travel rel ated
transactions including cash, checks, debit cards, and credi
cards. MAA1.4.1, MAAL1l42 NMAAL14.3 M AL1L144,

—

o -

06. 03 Cal cul ate comm ssions, surcharges, gratuities, and taxes.
MAA1.4.1, MAAL42 MLAL 4.3 NMAAL4 4 MUAZ2.4.1,
MA. A 2.4.2, MAAS3 41 MAA3. 43 MAB1.4.3 M B3.4.1,
SC.H 3.4.3

06.04 Cal cul ate actual flying tinme and tinme zone difference.
MA.A1.4.3, MAA242 MALA3. 4.1 NAB242 MA3A4.3,
MA.D.1.4.1, MA D242, SCC1.4.2 SCE1.4.1, SCH3.4.5

06.05 Identify sources of currency exchange rates. LA A 1.4.2,
LA A1.4.3, LAA2.4.6, LAB1.4.1, LAB1.4.2 LAB1.4.3
LAB.2.4.1, LA B.2.4.2, LAB2.4.3, LAB.2.4.4, LA C3.4.1,
LA C3.4.2, LAC3.4.3, LAC3.4.4, LA C3.4.5 MA1A4.1,
MA.D.1.4.1, MAD.2.4.2, SCH3.4.4

06. 06 Cal cul ate conbi nati ons of fares.

06.07 Calcul ate m |l eage and fare construction unit problens.

06.08 Cassify different paynent options (e.g., credit cards,
debit cards, frequent flyer mles). LA A 1.4.2, LA A2 4.6,
LA C1.4.1, SCH3.4.4

06.09 Cal cul ate refunds and exchange transactions for travel
related services. MAA1.4.1 MAAL1 4.2 MIALA43,
MAA1.4.4 MAA2.4.1 MAAZ2.4.2, NAAS 41 MA3.42
MA.A 3.4.3, SCH3.4.3

APPLY SALES PROMOTI ON TECHNI QUES AND PROCEDURES TO THE MARKETI NG
OF TRAVEL SERVI CES--The student will be able to:

07.01 File brochures and docunents relative to travel products and
servi ces.

07.02 Expl ai n purposes and el enents of advertising and display as
related to the industry.

07.03 Locate and assess current sal es pronotions and
advertisenents relating to travel

07.04 Explain the inpact on and uses of the Internet in the travel
i ndustry.

07.05 Create a travel display using design principles such as
color, form balance, and symmetry.

07.06 Plan and prepare advertising and presentations related to
travel .

07.07 Expl ain inmportance of niche markets (cruises, |eisure,
i nternational, corporate).

UTI LI ZE EFFECTI VE SELLI NG TECHNI QUES AND PROCEDURES- - The st udent
wll be able to:

08. 01 Expl ai n purpose and i nportance of selling.

08.02 Identify qualities of a professional sales associate.

08. 03 Explain inportance of matching the client's needs, desires,
and budget with an appropriate travel product.

10



09.

10.

0

0

08. 04
08. 05

08. 06

08. 07

08. 08
08. 09

Di scuss inmportance of mneeting specialized travel needs.
Make travel reservations for airlines, hotels, car rentals,
tours, cruises, rails, etc.

Docunment details and special requests, special needs,
confirmations, and other business related transactions.
Expl ain the policies and conditions of specific travel
products such as deposits, cancellation penalties, refunds
for unused services.

Complete all ticketing fornms and ot her necessary docunents.
Di scuss reasons for nmaintaining a client file.

DEMONSTRATE PRCODUCT AND SERVI CE TECHNOLOGY AS I T RELATES TO

TRAVEL- - The student will be able to:

09.01

09. 02
09. 03

09. 04

09. 05

Provide information to clients on travel to major cities and
destinations in the continental United States, including,

but not Iimted to, clinmate, acconmpdations, transportation
and attractions.

Provide information to clients on travel to Al aska and
Hawai i including the criteria listed in 09.01

Provide information to clients on travel to Mexico, Canada
and the Caribbean including the criteria listed in 09.01.
Provide information to clients on travel to Central and
South Anerica, Europe, Africa, Mddle East, Asia, Australia,
and South Pacific including the criteria listed in 09.01.

Pl an and prepare travel itineraries to include various nodes
of transportation (e.g., airline, steanship, car, rail),
necessary pricing and ticketing, and appropriate reference
books.

DEMONSTRATE ROLE OF THE MANAGER- - The student will be able to:

10.01

10. 02

Qutline the job responsibilities of a nanager of a travel
agency.
Expl ai n the basic procedures for opening a travel agency.

11



Cour se Nunber :
Course Title:

July 2001
Fl ori da Departnment of Education
STUDENT PERFORMANCE STANDARDS

8845210

Travel Agency Operations 1

Course Credit: 1

COURSE DESCRI PTI ON:

The purpose
travel
for success

Cccupat i onal

01.0 DEMONSTRATE EVPLOYABI LI TY SKILLS--The student wil |

of this course is to introduce the student to the basics of

agency operation and to the requisite enployability skills needed

in the operation of a travel agency. There is not an
Conpl etion Point after the conpletion of this course.

be able to:

01.01

01.02

01. 03

01. 04

01. 05

01. 06

Identify and utilize resources used in a job search (e.qg.,

net wor ki ng, newspaper, Internet). LA A 1.4.1, LAA1l1l 4.2,
LAAL1.4.3 LAALlL44 LAAZ2.41 LAA2.42 LAAZ24.3
LAA2.4.4, LAA2.45 LAAZ2.4.6, LAA2.4.7, LAAZ2.4.8,
LA B 1.4.1, LA B.1.4.2, LAB1.4.3, LAB241 LABZ24.2,
LA.B.2.4.3, LAB.2.4.4, LAC1.4.3, LAC1l.4.4, LAC2.4.1,
LA D1.4.2, LAD1.4.3, LAD2.4.1 LAE246, MAA3. 4.2
SC.H3.4.5 SCH3.4.6, SS.D.1.4.1

Di scuss inmportance of drug tests and crim nal background
checks in identifying possible enploynment options.
LAAL141 LAAL1L42 LAAL143 LAAL4L44 LAB1L4.1,
LA B 1.4.2, LAB.1.4.3, LAB2.4.2 LAB244 LAC1.4.1,
LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.4, LA C3.4.5,
LA D1.4.2, LAD1.4.3, LAD?2.4.1, LAD2.4.4, LA D 2.4.5,
SC.H3.4.1, SCH3.4.3, SSA5.4.7

Identify steps in the job application process including
arrangi ng for references and proper docunentatrion (e.g.,
green card). LA A1.4.1, LAA1. 4.2 LAA1143,
LAALl4.4 LAA2.4.1 LAAZ2.4.2 LAA2.4.3, LAAZ2 4.4
LA A2.4.5 LAA246, LAA2.4.7, LAA2.4.8, LAB1.4.1,
LA B 1.4.2, LAB.1.4.3, LAB2.4.1 LAB242 LABZ24.3,
LA B 2.4.4, LA C1.4.3, LAC1.4.4, LA C2.4.1, LAD1.4.2,
LA D1.4.3, LAD24.1, LAEZ246, MAAS541 SCH3.4.6
Identify procedures and docunents required when applying for
ajob (e.g., application, W4, 1-9). LA A1l1l4.1,

LAAL1 4.2 LAAL1L43 LAALA44 LAA2.41 LAAZ2.4.2
LAA2.4.3 LAA2.4.4 LAAZ2.4.5 LAA246, LAA2.4.7,
LA A2.4.8, LAB1.4.1 LAB1.4.2 LAB1.43 LABZ24.1,
LA B.2.4.2, LA B.2.4.3, LAB 2.4.4, LA C1.4.3, LAC1.4.4,
LAC2.4.1, LAD1.4.2, LAD1.4.3, LA D241, LAEZ24.6,
MA. A 5.4.1, SC.H3.4.6, SS.A5.4.7

Prepare a resune (electronic and witten), letter of

application, followup letter, acceptance/rejection letter,
letter of resignation, and letter of reconmendation.
LAA1.4.3 LAB1.4.1 LAB1.4.2 LAB1.43 LABZ24.3,
LA B.2.4.4, VAA1l.4.1, SCH3.4.2

Identify and denonstrate appropriate dress and groomning for
empl oynent. LA A 2.4.4, LAA2.4.7, LAA24.8 LAC3.43
SC. H. 3.4.3
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01.15 Identify qualities typically required for pronotion (e.g.,
productivity, dependability, responsibility). LA A1l.4.1,
LAAL1 4.2 LAAL1L43 LAALA44 LAA2.4.1 LAAZ2.4.2
LA A2.4.3 LAA2.4.4 LAAZ2.4.5 LAA2.46, LAA2.4.7,
LA A2.4.8, LAB1.4.1 LAB1.4.2 LAB1.43 LABZ24.1,
LA.B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C1.4.3, LAC1.4.4,
LA C2.4.1, LAD1.4.2, LAD1.4.3, LAD24.1, LAEZ24.6,
SC. H. 3.4.3

01.16 Identify how to prepare for job separation and re-
empl oynent. LA A1.4.1, LAAL1.42 LAA14.3 LAALlA4 A4
LAA2.4.1 LAA2.42 LAAZ2.4.3 LAA2.4.4, LAAZ2.4.5
LA A2.4.6, LAA2.4.7, LAA2.4.8, LAB1l.4.1 LAB14.2,
LA B 1.4.3, LAB.2.4.1, LAB2.4.2, LAB.2.4.3, LAB 2.4.4,
LA C1.4.3, LAC1l.4.4, LAC2.4.1 LAD1.4.2, LAD1.4.3
LA D241 LAE246, SCH3.4.5

01.17 Create and maintain a portfolio of documents for job
placenent (e.g., resume, letters of recomendati on, awards,
evi dence of participation in school/conmunity/vol unteer
activities, enployer evaluations). LA A 1.4.3, LAB.1.4.1,
LA B 1.4.2, LAB.1.4.3, LAB2.4.1 LAB242 LABZ24.3,
MA.A1.4.1, MAAL1l44 SCHZ3.4.5 SCH3.4.6

01.18 Identify and practice stress managenent and rel axation
techniques. LA A1.4.1, LAA142 LAAL14.3 LAALlA4 4,
LAA2.4.1 LAA2.42 LAAZ2.4.3 LAA2.4.4, LAAZ2.4.5
LA A2.4.6, LAA2.4.7, LAA2.4.8, LAB1.4.1 LAB14.2,
LA B 1.4.3, LAB.2.4.1, LAB2.4.2, LAB.2.4.3, LAB 2.4.4,
LA C1.4.3, LAC1l.4.4, LAC2.4.1, LAD1.4.2 LAD1.4.3
LA D241 LAEZ24.6

01.19 Discuss inportance of practicing positive custoner service

skills. LA A1.4.3, LAB1l4.1,
LA C1l.4.1, LAC1.4.2, LAC1 4

LA B.1.4.2, LA B.1.4.3,

4, LA.C. 3.4.1, LA C3.4.2
02.0 DEMONSTRATE HUMAN RELATI ONS SKI LLS NECESSARY FOR SUCCESS | N TRAVEL
AGENCY OCCUPATI ONS- - The student will be able to:

02.01 Denonstrate ability to work cooperatively with team nenbers,
supervisors, and custoners from di verse cul tural
backgrounds. LA A 1.4.3, LA C3.4.2, LAD1.4.1,

LA D1.4.2, LAD1.4.3

02. 02 Define and di scuss issues involving gender equity,
disability, and age. LA B.2.4.1, LA B 2.4.2, LAB.2.4.3,
LA B.2.4.4, LAC3.4.1, LAC3.4.2, LAC3.4.3, LAC 3.4.4,
LA.C.3.4.5 LAD1.4.1, LAD1.4.2, LAD1.4.3

02.03 Denonstrate interpersonal skills (e.g., courtesy, l|loyalty,
being a teamplayer). LA C1.4.3

02.04 ldentify and define friendliness, adaptability, enpathy, and
politeness as relates to business. LA B.2.4.1, LA B.2.4.2,
LA B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2, LAC3.4.3
LA.C.3.4.4, LA C3.4.5

02.05 Explain concepts of integrity, credibility, reliability, and
perseverance. LA A 1.4.3, LA B1.4.1 LAB 14 2,
LA B.1.4.3, LAB.2.4.1, LAB.2.4.2, LAB.2.4.3, LAB. 2. 4.4,
LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.4, LAC3.4.5

02.06 Denonstrate personality traits inportant to busi ness (e.g.
i nterest, enthusiasm honesty, responsibility, flexibility).

02. 07 Mai ntain professional personal appearance and attitude.
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02.08 Denonstrate ability to use creative probl em sol ving,
deci si on-maki ng, and critical thinking strategies.
LA A2.4.7 LAAZ24.38

02.09 Denonstrate sel f-managenent, initiative, and nulti-tasking.

02.10 Expl ai n concepts of self-understanding, self-esteem and
self-image. LA A1.4.3, LAB1.4.2, LAB1.4.3, LAB24.1,
LA.B.2.4.2, LA B.2.4.3, LAB2.4.4, LA C3.4.1, LAC3.4.2
LA.C3.4.3, LA C3.4.4, LAC3.4.5

02.11 Denonstrate professional behavior and etiquette. LA D 1.4.2

02.12 Denonstrate respect for the opinions, custons, and
i ndi vi dual differences of others. LA D 1.4.2, LAD1.4.3

02.13 Set personal and career goals and develop a plan of action
to achieve those goals. LA B.2.4.2, LAA2.4.4

02.14 Identify areas where personal and professional change and
adj ustment may be necessary. LA A 1.4.3, LA B.1.4. 2,
LA B 1.4.3, LAB.2.4.1, LAB2.4.2 LAB243, LAB2
LA C3.4.1, LA C3.4.2, LAC3.4.3 LAC3.4.4 LACS3

02.15 Denonstrate ability to offer and accept feedback
LA.C. 3.4.2

02.16 Identify and practice stress managenent and rel axation
t echni ques.

02.17 Maintain confidentiality of business matters.

02.18 Support and foll ow conpany policies and procedures (e.g.
attendance, tardi ness, returns).

02.19 Devel op and denonstrate human rel ations skills needed for
successful entry and progress in the travel agency industry.
LA C1.4.3, LAC3.4.2 LAD1.4.2

4.4,
4.5

03. 0 DEMONSTRATE PROFI Cl ENCY | N APPLYI NG COVMUNI CATI ON AND TECHNOLOGY
SKI LLS--The student will be able to:

03.01 Discuss the role conmunication plays in the travel industry.
LAA1.4.3, LAB1.4.2 LAB1.4.3 LAB241 LABZ24.2
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2 LAC3.4.3
LA.C.3.4.4, LA C3.4.5

03.02 Identify and apply effective comunication techniques (e.
verbal, nonverbal, witten, electronic). LA A1l 4.3,

LA B.1.4.2, LAB.1.4.3, LAB2.4.1 LAB242 LAB24.
LA.B.2.4.4, LA C3.4.1, LAC3.4.2, LA C3.4.3, LAC3.4.
LA.C. 3.4.5

03.03 Denonstrate ability to read and conprehend witten
comuni cations. LA C. 3.4.1, LA C. 3.4.2, LA C.3.4.3
LA.C. 3.4.4

03.04 Denonstrate ability to speak effectively to custoners/
clients, co-workers, supervisors, and vendors, using
grammar and term nol ogy appropriate to the industry.

03.05 Denonstrate effective tel ephone and e-mail techni ques and
etiquette/netiquette in a business situation. LA B.2.4.4,
LA C1.4.3, LAC3.4.2

03.06 Denonstrate active listening strategies that inprove
under st andi ng and performance on the job. LA C 1.4.1,

LA C1.4.2, LAC1.4.3, LAC1.4.4

03.07 Create and deliver a business-related presentation using
presentation software. LA B.2.4.1, LA B 2.4.2, LA B.2.4.3,
LA B.2.4.4, LA C3.4.1, LAC3.4.2, LAC3.4.3, LAC3.4.4

03. 08 Di scuss inportance of providing clear directions,
descriptions, and explanations. LA A 1.4.3, LA A 2.4.1,
LA A2.4.4 LAB1.42 LAB1.4.3 LAB241 LABZ24.2

g.,
31
4
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LA B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2, LAC3.4.3
LA.C.3.4.4, LA C3.4.5

03.09 Identify conponents of an prepare an itinerary. LA A 1.4. 3,
LA B.1.4.1, LAB1.4.2, LAB.1.4.3, LAB.2.4.1, LAB.2.4.2,
LA.B.2.4.3, LAB.2.4.4, LAC3.4.1, LAC3.4.2, LAC3.4.3,
LA.C.3.4.4, LAC3.4.5 MAAL141 NMAALA44 2 N ALA4A4
MA.B.1.4.2, SCH1.4.7

03.10 Devel op networking skills to expand busi ness/social contacts
within the travel industry.

03.11 Di scuss nethods of handling customer conplaints concerning
travel problems. LA A 1.4.3, LAB.1.4.2, LAB1.4.3
LA B.2.4.1, LAB.2.4.2, LAB.2.4.3, LAB.2.4.4, LA C3.4.1,
LA.C3.4.2, LAC3.4.3, LAC3.4.4, LAC3.4.5 LAEZ24.1,
LA E 2.4.2

03.12 Conpose business letters, nmenorandum fax, and e-mai
regardi ng paynents, conplaints, orders for supplies, and
ot her business-related concerns. LA A 1.4.3, LAB. 1 4.1,
LA B.1.4.2, LAB.1.4.3, LAB.2.4.1, LAB.2.4.2, LAB.2.4.3
LA.B.2.4.4

03.13 Interpret business policies to custoners/clients.
LAA 2. 4.7, LAA24.8

03.14 Denonstrate ability to | ocate, understand, and interpret
i nformation found in trade journals, manuals, graphs,
schedul es, charts, diagrams, maps, and Internet resources.
LA A2 4.4, LAA2.4.6, LAA2.4.7, LAA2.4.8, LAB. 2. 4.4,
LA.C3.4.3, VAA4.4.1

03.15 Denonstrate ability to extract the necessary information
about travel needs of clients.

03.16 Denonstrate mastery of a conputer reservation system

04.0 PLAN A CAREER OR CAREER LADDER I N THE TRAVEL | NDUSTRY-- The st udent
will be able to:

04.01 Describe travel-rel ated enpl oynment opportunities.

04.02 Identify and describe your own travel -rel ated career goals.

04.03 Identify steps and tine franes for obtaining career goals.

05.0 DEMONSTRATE AN UNDERSTANDI NG OF ENTREPRENEURSHI P- - The student will
be able to:

05.01 Define "entrepreneurship.” LA A 1.4.2, LA A 1. 43,
LAA2.4.4, LAA2.4.8 LABZ24.4 SS.D1.4.1, SS.D 2.4.1,
SS.D.2.4.2, SS.D.2.4.3, SS.D.2.4.4, SS.D.2.4.5

05. 02 Describe inmportance of entrepreneurship to the American
econony.

05.03 Identify characteristics, aptitudes, and skills of
successful entrepreneurs. LA A 1.4.1, LA A 1.4 2,
LAAL1.4.3 LAALlL4 4 LAAZ2.41 LAA2.42 LAAZ2.4.3
LA A2.4.4, LAA2.45 LAAZ2.4.6, LAA2.4.7, LAA2.4.8
LA B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB.2.4.4, LAC1.4.3
LA C1.4.4, LAC2.4.1, LAD1.4.2, LAD1.4.3, LAD2.4.1,
LA E 2.4.6, SS.D.1.4.2

05. 04 List advantages and di sadvant ages of busi ness owner shi p.
LAAL141 LAAL1L42 LAAL143 LAALl44 LABZ2.4.2
LA B.2.4.4, LA C1.4.3, LAC3.4.1, LA C3.4.2 LAC3.4.3
LA.C3.4.4, LA C.3.4.5 LA D1.4.3, LA D241, LADZ24.4,
LA.D 2.4.5 SS.D.1.4.1, Ss.D.2.4.1

05.05 Identify risks involved in ownership of a business.
LAAL141 LAAL42 LAALA43 LAAL4LA4 LAAZ2.4.1,
LAA2.4.2 LAA2.43, LAA2.4.4, LAA 245 LAAZ2.4.6
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Cour se Nunber :
Course Title:

July 2001
Fl ori da Departnment of Education
STUDENT PERFORMANCE STANDARDS

8845220

Travel Agency Operations 2

Course Credit: 1

COURSE DESCRI PTI ON:

The purpose of this course is to devel op math,
ef fective selling conpetencies needed for successfu
operation.

sal es pronotion, and
travel agency

There is not an Cccupational Conpletion Point after the

conpl etion of this course.

06.0 PERFORM MERCHANDI SI NG MATH OPERATI ONS UNI QUE TO TRAVEL SERVI CES

07.

0

MARKETI NG - The student will be able to:

06.01 Perform addition, subtraction, multiplication, division
rati os, and percentages as they relate to air travel,

| odgi ng, car rentals, tours, and cruises. NA A 1.4.1,
MAA1.4.2, MAAL143 MVAL1. 4.4 NAB1.4.3, MAB3.4.1,
MA.E1.4.1, MAE142 ME14.3

Apply problem solving techniques to travel rel ated
transactions including cash, checks, debit cards,

06. 02

—

and credi

cards. MAA1.4.1, MAAL1l42 NMAAL14.3 M AL1L144,
MA. A 2.4.2, MAADSL 41

06. 03 Cal cul ate comm ssions, surcharges, gratuities, and taxes.
MAA1.4.1, MAAL42 MLAL43 NMAAL4 4 MAZ2.4.1,
MA. A 2.4.2, MAAS3 41 MAA3. 43 MAB1.4.3 MB3.4.1,
SC. H 3.4.3

06.04 Cal cul ate actual flying tinme and tinme zone difference.
MA.A1.4.3, MAA242 MALA3. 4.1 NAB242 MA3A43,
MA.D.1.4.1, MAD2.4.2, SCC1.4.2, SCE 1.4.1, SCH3.4.5

06.05 Identify sources of currency exchange rates. LA A 1.4.2,
LA A1.4.3, LAA2.4.6, LAB1.4.1, LAB1.4.2 LAB1.4.3
LA.B.2.4.1, LA B.2.4.2, LAB2.4.3, LAB.2.4.4, LA C3.4.1,
LA C3.4.2, LAC3.4.3, LAC3.4.4, LA C3.4.5 MA1A4.1,
MA.D.1.4.1, MAD.2.4.2, SCH3.4.4

06. 06 Cal cul ate conbi nati ons of fares.

06.07 Calcul ate m |l eage and fare construction unit problens.

06.08 C assify different
debit cards, frequent flyer
LA C1.4.1, SCH3.4.4
Cal cul ate refunds and exchange transactions for travel
related services. MAA1.4.1 MAAL1 4.2 M ALA43,
MAA1.4.4 MAA2.4.1 MAAZ2.4.2, NAAS 41 MA342

MA.A 3.4.3, SCH3.4.3

paynment options (e.g., credit cards,
mles). LAA1L1.4.2 LAAZ24.6,

06. 09

APPLY SALES PROMOTI ON TECHNI QUES AND PROCEDURES TO THE MARKETI NG
OF TRAVEL SERVI CES--The student will be able to:

07.01 File brochures and docunents relative to travel
servi ces.

07.02 Expl ai n purposes and el enents of advertising and display as
related to the industry.

07.03 Locate and assess current sal es pronotions and
advertisenents relating to travel

products and
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08.

0

07.

07.

07.

07.

04

05

06

07

Expl ain the inpact on and uses of the Internet in the travel
i ndustry.

Create a travel display using design principles such as
color, form balance, and symmetry.

Pl an and prepare advertising and presentations related to
travel .

Expl ai n i nportance of niche markets (cruises, |eisure,

i nternational, corporate).

UTI LI ZE EFFECTI VE SELLI NG TECHNI QUES AND PROCEDURES- - The st udent

w

08.
08.
08.

08.
08.

08.

08.

08.
08.

01
02
03

04
05

06

07

08
09

be able to:

Expl ai n purpose and i nportance of selling.

Identify qualities of a professional sales associate.
Expl ai n i nportance of matching the client's needs, desires,
and budget with an appropriate travel product.

Di scuss inportance of neeting specialized travel needs.
Make travel reservations for airlines, hotels, car rentals,
tours, cruises, rails, etc.

Docunment details and special requests, special needs,
confirmations, and other business related transactions.
Expl ain the policies and conditions of specific travel
products such as deposits, cancellation penalties, refunds
for unused services.

Conplete all ticketing fornms and other necessary documnents.
Di scuss reasons for nmaintaining a client file.

19



July 2001
Fl ori da Departnment of Education
STUDENT PERFORMANCE STANDARDS

Cour se Nunber: 8845230
Course Title: Travel Agency Operations 3
Course Credit: 1

COURSE DESCRI PTI ON:

The purpose of this course is to devel op product and service technol ogy
conpetencies as they relate to travel agency operation and to understand
the basic role of the manager of a travel agency. Students will have net
Cccupational Conpl etion Point Data Code A: Travel Agent - DOT 252.152-
010

09. 0 DEMONSTRATE PRODUCT AND SERVI CE TECHNOLOGY AS | T RELATES TO
TRAVEL- - The student will be able to:

09.01 Provide information to clients on travel to major cities and
destinations in the continental United States, including,
but not Iimted to, climate, acconmpdations, transportation
and attractions.

09.02 Provide information to clients on travel to Al aska and
Hawai i including the criteria listed in 09.01

09.03 Provide information to clients on travel to Mexico, Canada,
and the Caribbean including the criteria listed in 09.01.

09.04 Provide information to clients on travel to Central and
South Anerica, Europe, Africa, Mddle East, Asia, Australia,
and South Pacific including the criteria listed in 09.01.

09.05 Plan and prepare travel itineraries to include various nodes
of transportation (e.g., airline, steanship, car, rail),
necessary pricing and ticketing, and appropriate reference
books.

10.0 DEMONSTRATE ROLE OF THE MANACER- - The student will be able to:

10.01 Qutline the job responsibilities of a nanager of a travel
agency.
10. 02 Explain the basic procedures for opening a travel agency.
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