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accidents
effects of, 195
management infrastructure, 196
ripple effect, 196
safety rules, 196
accountable documents, 129
registers, 129
sales returns, 130
accounting methods, 168
basic rules, 169
computerised accounting, 168
credit cards, 171
expenditure, 169
handwritten method, 168
income, 169
kalamazoo/one write system, 168
receipts, issuing, 170
accounts
general or trading account, 177
trust or working account, 177
accreditation, 74
AD 50 tickets, 16
agent/IATA relationship, 20
agent’s validator plate, 133
airlines, commercial, 19
arrival transfers, 256
attractions
natural, 16
Australia as a destinaton, 30—1

Australian Conservation Foundation (ACF), 41
Australian Federation of Travel Agents (AFTA), 23
Australian Hospitality Review Panel (AHRP), 26
Australian Hotels Association (AHA), 24
Australian Institute of Travel and Tourism

(AITT), 23
Australian Services Union (ASU), 53
Australian Standards, 97

Australian Tourism Training Review Panel

(ATTRP), 26

Australian Tourst Commission (ATC), 4

Australian Travel Agents Qualifications
(ATAQ), 26, 53
Australian travel consultant, 56

banking
documentation, 176
forms, 178
procedures, 177
bed-nights, 8
Billing and Settlement Plan, 22
brochures
different types, 98
distribution companies, 99
distribution methods, 99
methods of display, 102
organisation of, 98
quantity, 98
storage, 100
BSP Clearing Bank, 135
business expenditure, 169

capital requirement, 76
career path, retail travel, 53
carder identification plate (CIP), 21
changing environment, 35
cheque forms, 86
client files, 120
domestic reservation card, 122
large reservation cards, 127
procedure for completing, 123
reservation cards, 121—8
code of ethics, 95
commission, 7, 80
mark-up methods, 83
normal, 82
override, 82, 84
communication, 211
listening skills, 212
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transfer of ideas, 211
complaints
actions for resolution, 237
turn into opportunities, 239
concessional travel, 15
consolidator fares, 82
constructed attractions, 16
conventions and conferences, 66
corporate or business travel, 65
correspondence with wholesalers or principals, 162
couriers
companies within Australia, 118
types of, 118
credit cards, 171
credit vouchers, 175
floor limit, 172
merchant number, 172
merchant summaries, 175
sales vouchers, 172
cultural diversity, 244
customer
expectations, 62
importance of, 62
customer contact, 218
customers
acquiring information, 229
areas of interest, 229
business confidentiality, 234
communication barriers, 233
complaints, 236
cultural backgrounds, 228
difficult customers, 235
identified differences, 227
information database, 119
needs and expectations, 226
objections, 233
offering advice and options, 230
selling the extras, 231
support, 234

Department of Tourism, 4
difficult customers, 235
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discount tickets, 16
distribution and promotion, 6

document registers, 129
Domestic Agency Program Australia (DAPA), 2%

economic impact of tourism, 36
implications of ecotourism, 40
leakage effect, 37
multiplier effect, 36
Ecotourism Association of Australia (EAA), 24
education and training organisations, 25
Australian Hospitality Review Panel
(AHRP), 26 l
Australian Tourism Training Review Panel
(ATTIRP), 26
Australian Travel Agents Qualifications
(ATAQ), 26
Tourism Training Australia (TTA), 25
educational or familiarisation trips, 14
emergency situations, methods of avoiding, 195
energy and waste management, 41
environmental impact of tourism, 38
export earnings, 32

fares
calculations, 83
consolidator fares, 82
pro rata calculations, 85
financial procedures, 178
client ledgers, 180
commercial account records, 180
invoices, account clients, 179
payments received, 180
petty cash, 181
sample petty cash book, 182
firm seat reservation, 15
first aid kit, 198
flow of payments, for product, 8
franchise groups, 68

General Sales Agent (GSA), 10
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different types, 108

setting and establishment, 109
governing bodies and associations, 19

Greenwich mean time (GMT), 145

holiday market, 65
Hotel, Motel and Accommodation Association, The
(HMAA), 24
hotel representatives and booking agents, 11
human behaviour, 204
basic needs as identified by Abraham
Maslow, 204
factors in good interpersonal skills, 208
motivation for the task, 210
understanding ourselves, 210

IATA Billing and Settlement Plan (BSP), 22
TATA Billing and Settlement Plan (BSP)
return, 130
IATA Operation, 21
IATA/DAPA imprinter, 133
inbound tourist market, 31
incentive travel, 67
income, 169
information databases, 101
insurance
professional indemnity, 193
public liability, 192
required coverage, 194
international travel consultant, 57

jobs in travel and tourism, 38

law
common law, 71
consumer protection, 72
establishing a law, 72
formal laws, 71
informal or non-law, 72
public risk and premises liability, 74
statute law, 72

Trade Practices Act, 73
legal requirements of a tourism business, 70
letters and documentation, 157
changes to the itinerary, 160
confirmation letters, 159
deposit payments, 162
explaining the documentation, 160
final payments, 163
follow-up letters, 159
invoices to account clients, 164
requests for brochures, 157
welcome home letters, 161
licensing, travel agency, 75
local time, 145
location and presentation, 77

mail inquiries, 156
mail procedures
incoming mail, 116
methods of stamping, 117
outgoing mail, 117
sample mail book, 117
management of misunderstandings, 252
manual accounting systems, 178
marketing and promotion, 7
medical emergencies
emergency assistance, 198
emergency procedures, 197
policies and procedures, 197
meet and greet, 256
messages and inquiries, 154—7
mail, 156
telephone communication, 154

National Competency Standards, 25

occupational health and safety
accident prevention, 191
common law responsibilides, 189
corporate policies, 189
health and safety officers, 190
legal requirements, 188
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rehabilitation of workers, 192

right to compensation, 191

scope of OHS law, 191

workers compensation funds, 191
occupational health and safety in Australia, 188
office cleaning, 69
office etiquette, 69
office presentation, 77

packages, travel, 7
payments, 86—91
accommodation, 89
bank drafts, 91
exchange rates, 91
international accommodation, 90
wholesalers, 88
personal performance
attributes of individual performance, 213
customer influences, 215
individual attributes, 214
organisational constraints, 214
organisational support, 214
poor habits, 217
petty cash, 181
preferred products, 13
principal, 5
product knowledge, 52
professional indemnity insurance, 193
professional relationships, 215
first impression, 215
promotional material
brochure cover, 104
exclusions, 105
legal requirements or restrictions, 104
printing, 108
production of, 103
proofreading the information, 107
style and size, 103
text for inclusion, 104
written copy, development of, 106
public liability insurance, 192
public risk and premises liability, 74
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quality control
administrative functions, 96
Australian Standards, 97
code of ethics, 95
corporate mission statement, 95
customer service, 64

quality management systems, 94

rack rate, 8
rail returns, 132
reasons people travel, 65
receipts, issuing, 170
resources
scheduling and organisation, 110
retail travel career path, 53
revenue, 8, 80
contract rate, 8

safety officer, role of, 197

sales representative, 12

sales returns
agent’s validator plate, 133
completing the form, 131
completion of agency sales transmittal

form, 133

TATA billing, 134

IATA Billing and Settlement Plan (BSP), 132

IATA/DAPA imprinter, 133
rail, 132
sales returns and reporting, 130
season, 8
security
accountable documents, 76
breaches of organisational policy, 194
office and business, 193
sk management, 194
self-image, 199
hygiene and grooming, 201
personal well-being, 201
self-concept, 200
seminars/industry functions, 13
senior travel consultant, 58



service as a product, 64
social and cultural impact of tourism, 38

South West Pacific Agency Program, 21, 22

special interest groups, 81
standard traffic documents, 22
stand-by travel basis, 15

teams
advantages of teamwork, 222
establishing stepping stones, 221
group skills, 219
planning for success, 220
setting goals, 220
telephone messages, 154
telephone use, business and personal, 69
terms and abbreviations, 140
airport and city codes, 141-2
class codes, 140
coach codes, 141
fare basis codes, 140
phonetic alphabet, 143
status codes, 143
twenty-four hour clock, 144
two letter codes, 141
time management, 108
diary use, 111
goal setting, 108
priorities, 109
resources, 110
things to do today list, 112
track activities, 111
unexpected circumstances, 110
time systems
Australian standard times, 146
calculate time change, 148
calculate time difference, 148
calculate time lapse, 148—51
daylight saving time, 151
Greenwich mean time (GMT), 145
local time, 145
standard time, 145
time zones, 145
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twenty-four hour clock, 144
universal time coordinated (UTC), 145

tour guide

checklist of required information, 257
personal presentation and grooming, 256
responsibilities, 256

tourism

domestic, 34

history, 2

issues and objectives, 32
predictions, 35

tourism associations

Australian Council of Tour Wholesalers
(ACTW), 24

Australian Federation of Travel Agents
(AFTA), 23

Australian Hotels Association (AHA), 24

Australian Incentive Association (AIA), 24

Australian Institute of Travel and Tourism
(AITT), 23

Australian Tourist Commission (ATC), 3

Tourism Council Australia (TCA), 3

Ecotourism Association of Australia, 24

Hotel, Motel and Accommodation Association
(HMAA), 24

Inbound Tourism Organisation of Australia
(ITOA), 24

International Air Transport Association
(IATA), 19

Pacific Asia Travel Association
(PATA), 3,25

regional tourist offices, 12

state tourist bureaus, 11

Universal Federation of Travel Agents’
Associations (UFTAA), 22

Tourism Training Australia (TTA), 25
tourist attracions, 16

administrative functions, 270

admission fees, 277

appearance and performance of staff, 269

commentaries and methods of
presentation, 262
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travel products
preferred product, 13
travel industry flow chart, 6
travel sales supervisor, 58
travel, early types, 2
travel, types of
conventions and conferences, 66
corporate or business, 65
holiday market, 65
incentive, 67
visiting friends and relatives (VFR travel), 66
twenty-four hour clock, 144
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universal time coordinated (UTC), 145

visiting friends and relatives (VFR travel), 66

visitor information centres, 18
visitor numbers, 33—4

Voltaire, the French writer and philosopher, 94

waste minimisation Ppractices, 42—4
wholesale companies, 8

work habits and cultural understanding, 250
workplace performance, effect of beliefs on, 249
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