[bookmark: _3wjj3rwxo00v]Day 4 Field Playbook and Study Guide: Client Discovery and Itinerary Design
[bookmark: _sx1ljxqa1mwq]1. Program Context, Objectives, and Operating Standards
[bookmark: _okbwqiu51w5h]1.1 Program and Entity Framework
USA Entertainment Ventures LLC (USAEV) is the legal, licensing, and operating entity. Specialty brands—such as Zoo Media, Dream Spas, Grow Ministry, Ride Fear Free, and Sports Media—serve as specialized programs and marketing channels beneath the USAEV legal brand.The internal USAEV certification is competency-based. It does not replace state seller-of-travel requirements, insurance licensing requirements, supplier regulations, or third-party industry credentials (e.g., IATA, TRUE, CLIA).
                 +-------------------------------------------------------+
                 |            USA ENTERTAINMENT VENTURES LLC             |
                 |      (Legal, Licensing, & Operating Brand)            |
                 +-------------------------------------------------------+
                                             |
     +-------------------+-------------------+-------------------+-------------------+
     |                   |                   |                   |                   |
+------------+      +------------+      +------------+      +------------+      +------------+
| Zoo Media  |      | Dream Spas |      |Grow Ministry|     |Ride Fear Free|    |Sports Media|
| (Safari /  |      |  (Luxury/  |      |  (Faith /  |      | (Motorcycle|      |  (Sports / |
| Aquatic)   |      | Wellness)  |      | Missionary)|      | Adventure) |      |  Charter)  |
+------------+      +------------+      +------------+      +------------+      +------------+

[bookmark: _fgc1r8s4ngeb]1.2 Day 4 Learning Objectives and Competency Gate
Day 4 operates as an intensive competency sprint within Week 1 (Foundations) of the USAEV 12-Week Program Map. The primary focus is converting traveler preferences into structured operational profiles, designing conflict-free multi-option itineraries, and documenting every decision within the Travel Dakdan GoHighLevel CRM.
· Core Learning Objectives:
· Conduct a structured 20-minute client discovery interview capturing goals, budget, constraints, accessibility, documentation, and risk factors.
· Perform a rigorous needs analysis classifying requirements into Must-Have, Should-Have, and Nice-to-Have categories.
· Engineer logical, paced itineraries that account for transfer geography, check-in/check-out timing, buffers, and operational contingencies.
· Construct multi-option proposals utilizing the Primary/Value/Premium (Good/Better/Best) package architecture.
· Deliver consultative presentations that articulate value, clarify tradeoffs, handle client objections, and establish clear next actions.
· Record complete client profiles, interaction histories, and follow-up tasks in Travel Dakdan GoHighLevel.
· Assessment Gate Standard:
· Minimum score of 85% on the Discovery Call Rubric.
· Itineraries must contain  zero unaddressed logistical conflicts .
· CRM practical entries must meet data quality thresholds with zero missing required fields.
[bookmark: _y99rhje4omsx]1.3 Synthetic Intelligence (SI) Operating Standard
Synthetic Intelligence (SI) is utilized throughout the USAEV Academy to accelerate research, roleplay, drafting, and workflow execution. However, the travel advisor remains personally and legally responsible for fact verification, regulatory compliance, and client recommendations.| SI Standard Rule | Operational Requirement || ------ | ------ || Verification Rule | Use SI to summarize supplier terms, but independently verify all details against current live supplier sources before presenting to clients. || Communication Standard | Use SI to draft client messages, but review tone, dates, pricing, inclusions, and legal obligations prior to transmission. || Credential Security Rule | NEVER  place sensitive payment credentials, credit card numbers, or restricted supplier portal passwords into unapproved SI systems. || Practice & Training | Utilize SI for roleplaying discovery scenarios, objection handling, emergency recovery, and targeted diagnostic drills. |
[bookmark: _1f8eduricy66]2. The Structured Discovery Interview
[bookmark: _b24ghcdngql3]2.1 Discovery Call Philosophy and Structure
Order-taking fails to protect travelers or optimize trip value. A professional travel discovery interview establishes a consultative relationship by uncovering underlying trip motivators, operational constraints, budget realities, and decision criteria before proposing any products.
1. Duration:  20 Minutes
2. Core Opening Framework:
3. Thank the prospect for the opportunity.
4. State the clear purpose of the conversation.
5. Ask permission to learn thoroughly about their travel preferences and requirements before making any product recommendations.
+-----------------------------------------------------------------------------------+
|                            20-MINUTE DISCOVERY TIMELINE                           |
+---------------------+-----------------------------------+-------------------------+
| Minutes 00:00-03:00 | Opening & Purpose Statement       | Set terms & ask consent |
| Minutes 03:00-15:00 | Universal & Niche Discovery Bank  | Uncover core requirements|
| Minutes 15:00-18:00 | Needs Summarization & Recap       | Confirm understanding   |
| Minutes 18:00-20:00 | Clear Next Action & Commitment    | Schedule proposal presentation |
+---------------------+-----------------------------------+-------------------------+

[bookmark: _1ggmztiegvrb]2.2 Universal 10-Question Discovery Bank
Every USAEV travel advisor must deploy these ten baseline discovery questions across all travel verticals:
1. Main Purpose:  What is the main purpose of this trip?
2. Travelers & Decision Makers:  Who is traveling, and who is involved in the final decision?
3. Dates & Flexibility:  What travel dates are fixed, and what dates are flexible?
4. Success Criteria:  What are the top three things that would make this trip completely successful?
5. Past Travel History:  What did you like or dislike about similar travel experiences in the past?
6. Budget Parameter:  What total budget range should I design this itinerary around?
7. Special Needs & Logistics:  What accessibility, health-related travel logistics, documentation, or special needs should be considered (without requesting unnecessary sensitive details)?
8. Expectations & Quality Level:  What accommodations, transportation, activities, and service levels do you expect?
9. Decision Factors:  What specific factors would make you choose one option over another?
10. Decision Timeline:  When do you want to make the final decision and secure bookings?
[bookmark: _40xdoyjibzs1]2.3 Specialty Discovery Question Nuances
When qualifying prospects in specific USAEV vertical channels, advisors must append niche-specific discovery questions:
+-----------------------------------------------------------------------------------+
|                        SPECIALTY DISCOVERY QUESTION MATRIX                         |
+-----------------------+-----------------------------------------------------------+
| Vertical Channel      | Specialized Discovery Inquiries                           |
+-----------------------+-----------------------------------------------------------+
| Safari Travel         | • What specific wildlife species or conservation          |
| (Zoo Media)           |   experiences are top priorities?                         |
|                       | • Is professional/amateur photography a primary goal?     |
|                       | • What mobility or physical endurance levels apply?       |
+-----------------------+-----------------------------------------------------------+
| Aquatic Adventures    | • Is scuba certification held or required by travelers?   |
| (Zoo Media)           | • Are there non-divers in the travel party?               |
|                       | • What specific marine life or reef systems are targeted? |
+-----------------------+-----------------------------------------------------------+
| Luxury & Wellness     | • What does "luxury" specifically mean to you (privacy,   |
| (Dream Spas)          |   social atmosphere, high-touch concierge, room category)?|
|                       | • What specific wellness or health outcomes are desired?  |
|                       | • What past luxury resort brands have you enjoyed?        |
+-----------------------+-----------------------------------------------------------+
| Faith-Based Travel    | • What is the spiritual or ministry outcome of the group? |
| (Grow Ministry)       | • What worship, teaching, or pilgrimage elements matter?  |
|                       | • Is church/organization fundraising or staged payment    |
|                       |   required for attendees?                                 |
+-----------------------+-----------------------------------------------------------+
| Missionary Travel     | • What is the specific mission purpose and host organization?|
| (Grow Ministry/USAEV) | • What tools, equipment, or heavy baggage must travel?    |
|                       | • What contingency plans exist for remote evacuation/health?|
+-----------------------+-----------------------------------------------------------+
| Cruise Travel         | • Ocean, river, expedition, or open to recommendations?   |
| (USAEV)               | • What onboard atmosphere and cabin types are preferred?  |
|                       | • Is ship experience or port density the primary driver?  |
+-----------------------+-----------------------------------------------------------+
| Motorcycle Adventure  | • What experience level and motorcycle style does each    |
| (Ride Fear Free)      |   rider possess?                                          |
|                       | • Will travelers rent or bring their own motorcycles?     |
|                       | • What daily riding mileage feels comfortable?           |
+-----------------------+-----------------------------------------------------------+
| Sports & Team Charter | • Are tickets/hospitality already secured through official|
| (Sports Media)        |   channels?                                               |
|                       | • What stadium radius and transport logistics are required?|
|                       | • (Charter) Passenger count, payload, and catering specs? |
+-----------------------+-----------------------------------------------------------+
| Medical & Recovery    | • What travel dates are authorized by the treating doctor?|
| (Sports Medical)      | • What accessibility/companion lodging needs exist?       |
|                       | • How flexible must return travel arrangements be?        |
+-----------------------+-----------------------------------------------------------+
| Corporate & Group     | • What is the business purpose and measurable trip outcome?|
| (USAEV)               | • Who owns procurement, contracting, and budget approval? |
|                       | • What meeting space, AV, and reporting formats are required?|
+-----------------------+-----------------------------------------------------------+

[bookmark: _rsv5oi1ru8oo]3. Needs Analysis & Constraint Classification
[bookmark: _iug0uguwj2vq]3.1 The Three-Tier Qualification Framework
Following the discovery call, raw client notes must be synthesized into a Needs Analysis Matrix. Needs are categorized into three operational levels to establish clear engineering parameters for the proposal.
+-----------------------------------------------------------------------------------+
|                           NEEDS ANALYSIS TAXONOMY MATRIX                          |
+-------------------+---------------------------------------+-----------------------+
| Category          | Definition & Characteristics          | Itinerary Impact      |
+-------------------+---------------------------------------+-----------------------+
| **MUST-HAVE**     | Non-negotiable requirements, legal/   | Mandatory design      |
| *(Constraints)*   | documentation rules, fixed dates,     | boundaries. Failure   |
|                   | hard budget caps, medical/mobility    | invalidates option.   |
|                   | restrictions, primary trip purpose.   |                       |
+-------------------+---------------------------------------+-----------------------+
| **SHOULD-HAVE**   | Important preferences, preferred room  | Included in Primary   |
| *(Priorities)*    | categories, specific flight times,    | recommendation;       |
|                   | preferred brands, targeted meal plans.| compromised only in   |
|                   |                                       | Value option.         |
+-------------------+---------------------------------------+-----------------------+
| **NICE-TO-HAVE**  | Desired upgrades, pre/post stays,     | Positioned as premium |
| *(Enhancements)*  | VIP amenities, private tours, special | add-ons or featured   |
|                   | dining experiences, cross-sells.      | in Premium option.    |
+-------------------+---------------------------------------+-----------------------+

[bookmark: _prlp1x89h3ly]3.2 Converting Client Preferences into Operational Constraints
Advisors must systematically translate ambiguous customer statements into exact operational boundaries:
· Client Statement:  "We want a luxury beach trip for around $10,000 in early June, but my spouse needs good internet for work."
· Must-Have (Constraints):  Maximum budget $10,000 total GTV; travel window restricted to June 1–15; resort must feature verified high-speed Wi-Fi in-room; destination must have direct beach access.
· Should-Have (Priorities):  5-star resort brand; oceanview room category; private airport transfers.
· Nice-to-Have (Enhancements):  On-site destination spa credits; private beach cabana rental; room category upgrade to suite.
[bookmark: _ct2p9qmq52uh]4. Itinerary Engineering, Pacing, and Transfer Geography
[bookmark: _4ewanl9yj9fg]4.1 Geography and Transportation Logic
Itinerary engineering requires analyzing gateway airports, transit routes, point-to-point transfer times, and time-zone changes. Inspiration photos must be separated from verified operational logistics.
   [Gateway Airport] 
           |
   (30-Min Connection Buffer)
           |
   [Express Rail / Private Transfer]
           |
   (Buffer: Hotel Check-In 15:00)
           |
   [Destination Resort / Property]

· Gateway Selection:  Always match long-haul international air with optimal gateway hubs that minimize transit connections and avoid tight customs/immigration transfers.
· Transit Modes:  Match transfer options (private vehicle, charter air, express rail, shared shuttle) to client mobility, budget, and baggage load (e.g., equipment bags for sports or missionary travel).
· Time-Zone & Jet Lag Pacing:  Do not schedule high-intensity excursions or critical business/ministry events on Arrival Day (Day 1) or immediately following transoceanic flights.
[bookmark: _nky83nhsqykp]4.2 Timing, Buffers, and Check-In/Check-Out Synchronization
Logistical breakdowns occur when transit schedules fail to align with property operational windows. Advisors must engineer explicit timing buffers:
· Check-In/Check-Out Buffers:  Standard hotel check-in is typically 15:00; check-out is 11:00. Flight arrivals at 08:00 require pre-booking an early check-in or arranging guaranteed luggage storage with light morning activities. Late evening flights require booking extended late check-outs or lounge access.
· Airport Transit Buffers:  Build minimum buffers:
· Domestic flights: 2 hours prior to departure.
· International flights: 3 to 4 hours prior to departure.
· Cruise embarkation: Arrival at port gateway city 1 day prior to ship departure to mitigate airline flight delay risks.
· Connection Windows:  Ensure multi-segment flights comply with Minimum Connection Times (MCT) and build additional buffers when changing terminals or clearing border control.
[bookmark: _bmfau3e1vk0a]4.3 Operational Contingency and Zero-Conflict Audit
An itinerary passes assessment  only  when it contains zero unaddressed logistical conflicts. Advisors must run a pre-presentation audit:
· Logistics Verification:  Are all transport segments physically possible given real-time distance and transfer conditions?
· Day-by-Day Flow:  Does the trip pacing match traveler age, endurance, and physical capabilities?
· Disruption Contingency:  Are high-risk connections backed by alterative transport options or backed by protection discussions?
[bookmark: _nas39almx5vf]5. Multi-Option Proposal Architecture (Good / Better / Best Framework)
[bookmark: _d1mpebtps1g]5.1 Package Architecture Inclusions
A complete travel package integrates core components into a single coherent solution:
+-----------------------------------------------------------------------------------+
|                        INTEGRATED PACKAGE COMPONENTS                              |
+---------------------+-------------------------------------------------------------+
| Component           | Operational Elements                                        |
+---------------------+-------------------------------------------------------------+
| **Air / Rail**      | Flight schedules, cabin class, connections, fare rules.     |
| **Lodging**         | Hotel/resort, room category, occupancy, meal plan, fees.   |
| **Cruise / Tour**   | Cabin, deck, itinerary, shore excursions, port fees.        |
| **Ground Logistics**| Rentals, private transfers, rail passes, team transports.   |
| **Experiences**     | Guided tours, park/conservation fees, spa, event access.   |
| **Protection**      | Travel protection options presented within allowed scope.   |
| **Extensions**      | Pre-trip or post-trip hotel/city stays.                     |
+---------------------+-------------------------------------------------------------+

[bookmark: _60338txp2l45]5.2 Good / Better / Best (Primary / Value / Premium) Tiering
Advisors must present 1 to 3 structured options built from the same discovery interview to allow the client to evaluate explicit tradeoffs:
+-----------------------------------------------------------------------------------+
|                        MULTI-OPTION PROPOSAL MATRIX                               |
+-------------------+--------------------+--------------------+---------------------+
| Feature           | VALUE (Good)       | PRIMARY (Better)   | PREMIUM (Best)      |
+-------------------+--------------------+--------------------+---------------------+
| **Target**        | Strict budget cap; | Ideal balance;     | Uncompromised luxury|
|                   | core Must-Haves.   | All Must & Shoulds.| All Needs & Nices.  |
+-------------------+--------------------+--------------------+---------------------+
| **Accommodations**| 3-Star / Standard  | 4-Star / Upgraded  | 5-Star Luxury /     |
|                   | Room Category      | Oceanview Category | Suite / Private Villa|
+-------------------+--------------------+--------------------+---------------------+
| **Transfers**     | Shared Shuttle /   | Private Airport    | VIP Private Chauffeur|
|                   | Express Rail       | Transfer           | / Helicopter / Jet  |
+-------------------+--------------------+--------------------+---------------------+
| **Excursions**    | Small Group Tours  | Semi-Private Tours | Fully Private Guide |
|                   |                    |                    | & Dedicated Vehicle |
+-------------------+--------------------+--------------------+---------------------+
| **Flexibility**   | Standard non-flex  | Flexible Fare      | Fully Refundable /  |
|                   | Fare Terms         | / Modest Fees      | Changeable Terms    |
+-------------------+--------------------+--------------------+---------------------+

[bookmark: _ij3z1ybzwih2]5.3 Proposal Formulation Rules
Every proposal delivered to a client must follow the 6-Part Proposal Formula:
1. Restate Client Goal:  Open by summarizing the core purpose and priorities articulated during discovery.
2. Explain Structural Fit:  Articulate why the overall itinerary design aligns directly with their goals.
3. Present Primary Recommendation:  Detail the core option that best hits budget and preferences.
4. Present Strategic Alternatives:  Offer Value or Premium alternatives only when they provide meaningful choices (e.g., cost savings vs. elevated luxury).
5. State Rules & Transparency:  Explicitly list inclusions, exclusions, pricing assumptions, supplier deposit/final payment deadlines, and items requiring live verification.
6. Action-Oriented Closing:  End with a specific closing question that drives the next step (e.g., securing booking authorization or approving quote).
[bookmark: _5ihqesqqoagu]6. Consultative Sales Presentation & Objection Handling
[bookmark: _71fn1ex8o3yi]6.1 Value Framing and Positioning
Consultative selling creates value through expert curation, time savings, risk reduction, advocacy, and problem resolution rather than high-pressure sales tactics.
· Value Proposition Drivers:
· Expertise:  Tailoring complex geography and logistics using verified supplier networks.
· Time Savings:  Eliminating dozens of hours of unverified online searching.
· Advocacy:  Providing personal support and crisis resolution if disruptions occur.
· Access:  Sourcing vetted group inventory, room blocks, and specialty amenities.
[bookmark: _wsdg2m7s44j]6.2 Master Objection Handling Playbook
Advisors must address hesitation calmly using fact-based re-framing, transparent tradeoffs, and clear verification parameters.
+-----------------------------------------------------------------------------------+
|                            MASTER OBJECTION PLAYBOOK                              |
+-----------------------+----------------------------------+------------------------+
| Client Objection      | Core Response Strategy           | Exact Script Direction |
+-----------------------+----------------------------------+------------------------+
| **"I can book this    | Reframe around end-to-end        | "I complete understand |
| online myself."**     | coordination, destination support| the convenience of DIY |
|                       | verification, and advocacy.      | booking. What we build |
|                       |                                  | is total itinerary     |
|                       |                                  | integration—verifying  |
|                       |                                  | transfer logistics,    |
|                       |                                  | managing deposit/cancel|
|                       |                                  | deadlines, and standing|
|                       |                                  | as your advocate if an |
|                       |                                  | emergency occurs."     |
+-----------------------+----------------------------------+------------------------+
| **"Your price is      | Compare like-for-like components,| "Let's compare the exact|
| higher than what I    | room categories, fare rules,     | inclusions side-by-side|
| found."**             | resort fees, and transfers.      | Does the online price  |
|                       |                                  | include airport        |
|                       |                                  | transfers, resort fees,|
|                       |                                  | taxes, daily breakfast,|
|                       |                                  | and flexible cancel    |
|                       |                                  | terms? Often online    |
|                       |                                  | rates strip out core   |
|                       |                                  | necessities."          |
+-----------------------+----------------------------------+------------------------+
| **"I need time to     | Uncover specific hesitation and  | "I respect that completely.|
| think about it."**    | anchor to supplier lock dates    | To make sure I am      |
|                       | without false pressure.          | helpful, what specific |
|                       |                                  | item is making you     |
|                       |                                  | hesitate? Also, please |
|                       |                                  | note this rate/hold    |
|                       |                                  | expires on [Date] per  |
|                       |                                  | supplier rules."       |
+-----------------------+----------------------------------+------------------------+
| **"I need approval    | Offer a shareable executive      | "Understood. I can     |
| from spouse / board / | summary or group presentation.   | prepare a structured   |
| committee."**         |                                  | 1-page summary highlighting|
|                       |                                  | the options, tradeoffs,|
|                       |                                  | and key deadlines to   |
|                       |                                  | make your group review |
|                       |                                  | seamless."             |
+-----------------------+----------------------------------+------------------------+
| **"I am worried about | Explain official supplier        | "Let's review the exact|
| safety / cancellation /| cancellation schedules and      | supplier cancel schedule|
| bad weather."**       | present protection options within| and protection coverage|
|                       | authorized boundaries.           | within permitted scope.|
|                       |                                  | We plan around peak    |
|                       |                                  | seasons, but we never  |
|                       |                                  | guarantee weather or   |
|                       |                                  | safety."               |
+-----------------------+----------------------------------+------------------------+

[bookmark: _wwu6osm4zu12]7. GoHighLevel (Travel Dakdan) Workflow & Data Hygiene
[bookmark: _ca0ay2n3bd7o]7.1 Pipeline Stages and Opportunity Logic
Advisors utilize Travel Dakdan GoHighLevel as their primary business operating system. Opportunity stages must be kept accurately updated to track revenue pipelines and automate follow-up actions.
[New Travel Lead] ──> [Discovery Scheduled] ──> [Discovery Complete]
                                                        │
[Proposal Sent] <── [Proposal In Development] <── [Research / Supplier Verify]
       │
       ├──> [Follow-Up] ──> [Decision Pending] ──> [Deposit / Booking Auth]
       │                                                    │
[Repeat/Reactivation] <── [Review Request] <── [Post-Travel] <── [Booked]

1. 15-Stage Sales Pipeline Sequence:
2. New Travel Lead:  Inbound inquiry captured.
3. Discovery Scheduled:  Call appointment logged in calendar.
4. Discovery Complete:  Interview completed; discovery notes logged.
5. Research / Supplier Verification:  Sourcing inventory via approved roster.
6. Proposal In Development:  Packaging Primary/Value/Premium options.
7. Proposal Sent:  Quote delivered; review meeting set.
8. Follow-Up:  Nurturing proposal review.
9. Decision Pending:  Client evaluating final options.
10. Deposit / Booking Authorization:  Payment authorization forms issued.
11. Booked:  Confirmation numbers and deposits logged.
12. Pre-Travel Service:  Managing final balances, travel docs, and schedule checks.
13. Traveling:  Active monitoring during client transit.
14. Post-Travel Follow-Up:  Welcome-home contact logged.
15. Review Requested:  Testimonial link sent.
16. Referral Requested / Repeat Reactivation:  Nurture cadence for future travel.
[bookmark: _zijp124a8a84]7.2 Student Lifecycle vs. Client Reservation Pipeline Separation
To prevent automated workflow errors, data corruption, and privacy violations, advisors must strictly separate student/trainee tracking records from actual consumer travel reservation records:
+-----------------------------------------------------------------------------------+
|                        CRM SYSTEM DATA SEPARATION MATRIX                          |
+-----------------------+-----------------------------------------------------------+
| Record Type           | Management Standards & Field Rules                        |
+-----------------------+-----------------------------------------------------------+
| **Student Lifecycle   | • Tracked via Student Pipelines and Training Custom Fields.|
| Record**              | • Tracks: Academy Start Date, Foundations Score,         |
|                       |   Compliance Score, Credential Status, Production Logs.   |
|                       | • **NEVER** mix student training status into consumer     |
|                       |   reservation pipelines.                                  |
+-----------------------+-----------------------------------------------------------+
| **Traveler Reservation| • Tracked strictly via Recommended Sales Pipeline.        |
| Record**              | • Tracks: Trip Purpose, Budget, Passport/Doc Expirations,  |
|                       |   Special Needs, Booking Confirmations, Gross Travel Value.|
|                       | • Contains mandatory next actions and timestamps.         |
+-----------------------+-----------------------------------------------------------+

[bookmark: _d0ix8ivrj4pn]7.3 Data Hygiene and Contact Field Standards
Every contact record entered in Travel Dakdan must adhere to zero-defect standards:
· Mandatory Contact Fields:  Full Legal Name (matching passport/ID), Email Address, Phone Number, Lead Source Attribution, Program/Specialty Tags (e.g., travel_cert_safari), Assigned Advisor.
· Logging Interaction Notes:  Notes must be timestamped and summarize key facts: trip purpose, dates, budget cap, traveler counts, constraints, and agreed next steps.
· Mandatory Task Assignment:  Open opportunities must  always  possess an active assigned Task with an explicit Due Date and Action Description.
[bookmark: _53hrw32zafd]8. Pre-Booking Verification, Compliance, and Quality Assurance
[bookmark: _fjyi33x2qomo]8.1 7-Point Advisor Self-Review Checklist
Before delivering any itinerary, quote, or recommendation to a client, the advisor must execute and document this 7-point quality audit:
[ ] 1. VERIFY SUPPLIER FACTS: Verified live supplier facts, rates, availability, and terms.
[ ] 2. LOGISTICAL AUDIT: Checked traveler full legal names, travel dates, connections, and buffers.
[ ] 3. DOCUMENTATION BOUNDARIES: Clearly listed inclusions, exclusions, deposit schedules, and cancel risks.
[ ] 4. PAYMENT SECURITY: Utilized only approved secure payment handling systems (NO raw card data stored).
[ ] 5. COMPLIANCE REVIEW: Identified state seller-of-travel or regulatory items requiring escalation.
[ ] 6. SI AUDIT: Audited all SI-generated draft text for accuracy, tone, and unsupported claims.
[ ] 7. CRM NEXT ACTION: Updated Travel Dakdan record with complete notes, pipeline status, and next task.

[bookmark: _t0jp9ufv7f7d]8.2 Compliance and Legal Guardrails
Advisors must enforce non-negotiable legal and regulatory boundaries during discovery and presentation:
· Credential Transparency:  Never represent internal USAEV certificates as government licenses or third-party accreditations (e.g., state seller-of-travel, IATA, TRUE) unless independently earned and verified.
· No Medical or Safety Guarantees:
· Do not certify medical fitness to travel (especially in Medical/Recovery, Diving, or Safari verticals).
· Never guarantee safety, local security, weather, or specific wildlife sightings.
· Insurance Scope Limits:  Discuss travel protection options strictly within authorized scope using supplier-approved marketing materials. Do not interpret policy coverage details unless licensed.
· Financial Disclosures:  Clearly state deposit refundability, final payment deadlines, and supplier-controlled cancellation penalties. Never promise unearned or unconfirmed price matches/upgrades.
[bookmark: _385m8okadzx9]9. Evaluation Rubrics and Assessment Tools
[bookmark: _j1i36mogxrly]9.1 Discovery Call Assessment Rubric
Instructors and supervisors evaluate simulated discovery calls against an 8-criterion matrix. Learners must achieve a minimum score of 85% (21 out of 24 points) to pass.
+-----------------------------------------------------------------------------------+
|                            DISCOVERY CALL EVALUATION RUBRIC                       |
+-------------------------+---------------+---------------+---------------+---------+
| Criterion               | 0 - Missing   | 1 - Weak      | 2 - Competent | 3 - Strong|
+-------------------------+---------------+---------------+---------------+---------+
| Purpose & Profile       | Uncaptured    | Vague notes   | Uncovers core | Deep goal|
|                         |               |               | trip goal     | & profile|
+-------------------------+---------------+---------------+---------------+---------+
| Dates & Flexibility     | Uncaptured    | Captures dates| Identifies    | Maps hard|
|                         |               | only          | flex window   | constraints|
+-------------------------+---------------+---------------+---------------+---------+
| Budget Parameter        | Uncaptured    | General guess | Captures total| Defines cap|
|                         |               |               | budget        | & priorities|
+-------------------------+---------------+---------------+---------------+---------+
| Preferences & Constraints| Uncaptured   | Unorganized   | Lists core    | Full Needs|
|                         |               | list          | preferences   | Analysis|
+-------------------------+---------------+---------------+---------------+---------+
| Documentation & Access  | Uncaptured    | Mentions 1    | Checks passport| Full access|
|                         |               | item          | & visas       | & health review|
+-------------------------+---------------+---------------+---------------+---------+
| Risk Tolerance & Safety | Uncaptured    | Superficial   | Captures basic| Detailed risk|
|                         |               |               | comfort level | profile |
+-------------------------+---------------+---------------+---------------+---------+
| Clear Next Action       | Missing       | Vague follow-up| Sets clear    | Secures firm|
|                         |               | date          | date & time   | presentation set|
+-------------------------+---------------+---------------+---------------+---------+
| CRM Documentation       | Missing       | Minimal notes | Accurate record| Zero-defect|
|                         |               |               | created       | entry & task|
+-------------------------+---------------+---------------+---------------+---------+

[bookmark: _icmagidpzd44]9.2 Itinerary Evaluation Rubric
Itineraries submitted for assessment are scored across 8 logistical criteria. Any unaddressed transfer conflict results in an automatic score of 0 for that criterion and requires remediation.
+-----------------------------------------------------------------------------------+
|                              ITINERARY DESIGN RUBRIC                              |
+-------------------------+---------------+---------------+---------------+---------+
| Criterion               | 0 - Missing   | 1 - Weak      | 2 - Competent | 3 - Strong|
+-------------------------+---------------+---------------+---------------+---------+
| Logical Routing         | Illogical /   | High transit  | Feasible      | Optimized|
|                         | Conflicts     | friction      | routing       | travel flow|
+-------------------------+---------------+---------------+---------------+---------+
| Timing & Buffers        | Conflicts     | Tight / risky | Adequate      | Seamless|
|                         | present       | buffers       | connection    | buffer design|
+-------------------------+---------------+---------------+---------------+---------+
| Accommodation Fit       | Mismatched    | Marginal      | Matches Musts | Exceeds|
|                         |               | fit           | & Shoulds     | expectations|
+-------------------------+---------------+---------------+---------------+---------+
| Transportation Logistics| Missing       | Unverified    | Feasible      | Complete point-|
|                         |               | transfers     | transit       | to-point transfer|
+-------------------------+---------------+---------------+---------------+---------+
| Inclusions & Exclusions | Omitted       | Ambiguous     | Clearly       | Fully itemized|
|                         |               | listing       | stated        | transparency|
+-------------------------+---------------+---------------+---------------+---------+
| Multi-Option Tiering    | Single option | Weak choices  | Distinct 2-3  | Perfect Good/|
|                         |               |               | choices       | Better/Best options|
+-------------------------+---------------+---------------+---------------+---------+
| Live Verification       | Unverified /  | Partial       | Fact-checked  | 100% verified|
|                         | Fictional     | assumptions   | options       | source terms|
+-------------------------+---------------+---------------+---------------+---------+
| Professional Layout     | Unformatted   | Disorganized  | Clean layout  | Client-ready|
|                         |               |               |               | polished visual|
+-------------------------+---------------+---------------+---------------+---------+


